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Abstract 
The rise in consumers complains against their service/tech providers has 
empowered government of various nations to set up Consumer Complaint 
Commissions. Some corporate organizations who wish to handle the com-
plaints of their customers usually set up an in-house/internal customer care 
centres, a platform through which they attend to their customers’ needs. This 
research therefore is interested in exploring the reasons for user-protests 
among the mobile telecommunication subscribers in Ebonyi State, Nigeria 
against their network service providers. To arrive at this, we designed a re-
search questionnaire to capture the experiences of the subscribers of the 4 
major mobile telecommunication network service provider companies oper-
ating in the state. The participants were recruited through physical adminis-
tration of research instrument and social media such as facebook, whatsapp 
and email platforms with a total of 72 participants feedbacks received. The 
users responses on the various issues raised on our questionnaire were the-
matically analyzed and represented using adequate data presentation tools. 
Our results proved that there are growing numbers of disgruntled customers 
among subscribers of the various network providers. From our survey, we 
gathered that 81.90% of the respondents have engaged in protest use at one 
point or the other against their service providers with MTN network topping 
the list with 36.50%, followed by GLO network 27%, Airtel network 23.80% 
and 9 Mobile 12.70%. Finally, we proposed a design prototype named “Kom-
plain” that will serve as rallying system for the protest users to use and pros-
ecute their actions. The system can also recommend actions which the prote-
sters may undertake. 
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1. Introduction 

Gradual changes in quality of companies products/services value over time usually 
lead to customer dissatisfactions, which if left promptly unchecked usually cul-
minates into consumers/users protest against the services/products providers. 

Therefore, protests against tech-service provider companies can take various 
dimensions whenever it occurs. The customers protesting may decide to stop or 
change the product/service demands from their companies. These reactions have 
continued to attract public attention. Instances abound, such as users boycotts 
against Facebook in order to protest against its illicit data harvesting and spread 
of misinformation [1] [2] customers boycotts against Uber company in protest 
against its insensitive behavior surrounding taxi strike and sexual harassment 
involving their staff [3] and boycotts against Amazon in protest against their 
un-favourable working conditions and anti-tax lobbying [4]. 

However, some scholars have taken it upon themselves to ascertain what real-
ly spurs people up to embark on protests against technology companies [5] [6] 
[7] [8]. For instance, Vincent et al. recently explored the concepts of “data strikes” 
and “data boycotts” against large-scale machine learning systems [8]. The result 
of their findings motivated Posner and Weyl to propose the formation of “data 
unions” [7]. Generally, human-computer interactions (HCI) researchers such as 
[9] [10] [11] [12] have all suggested for comprehensive study on non-use beha-
viours in order to obtain accurate understanding of the factors that triggers users 
protests against their service providers. 

Undoubtedly, Nigeria has one the fastest growing telecommunications mar-
kets in Africa, considering the size of her subscribers-base. Setback to this re-
markable growth has been the persistent consumer dissatisfactions with the 
quality of services rendered to their network subscribers by the service providers. 
One of the major telecommunication companies in Nigeria was fined a total of 
three million two hundred and fifty thousand ($3,250,000) dollars by the Nigeria 
Government for poor quality services delivery in 2012. These Quality of Service 
(QoS) problems have been attributed to inefficiencies in the operational activi-
ties of the operators, who have in turn blamed it on peculiar features of the Ni-
gerian environment in which they operate [13]. For instance, in some areas, 
there will be abundant network service while in some parts, there will be none 
while most of the places that have network service usually experience high net-
work downtime than uptime. Hence, this research is to ascertain the reactions of 
teeming subscribers of these telecom companies with Ebonyi state subscribers in 
focus. 
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From the result of our survey, this paper presents a descriptive understanding 
of those that we are referring to as protest/dissatisfied users. They are current or 
past subscribers of these network providers’ services who decided to change 
(protest use) or stop (protest non-use) their original network service providers 
due to unfavorable actions of their service providers. Our survey sampled adult 
mobile phone users in Ebonyi State Nigeria. The explorative survey for this re-
search was conducted from March-June, 2020 with 72 respondents (N = 72). In 
particular, we examined the factors that spur subscribers into user protest among 
the customers of four major telecommunication companies in Nigeria (MTN, 
GLO, Airtel and 9 Mobile), operating in Ebonyi State and the palpable way for-
ward out of this menace. 

Our results indicated that large share of mobile phone network subscribers in 
Ebonyi State Nigeria are protest users. 83.3% of our respondents reported to 
have engaged in user protest with at least one network provider/operator. This 
number is substantial enough to prove that these network providers are not liv-
ing up to the expectations of their customers, hence the increased protests. It is 
only 16.70% of the subscribers indicated that they have never engaged in user 
protest. The statistics of the protesters among the four major network service 
providers in the state are distributed thus: MTN network 36.5%, GLO network 
27%, Airtel Network 23.80% and 9 Mobile 12.70%. 

2. Related Works 

This section shall specifically consider major literatures that bothered specifically 
on technology non-use and protests against technology companies. 

2.1. Protest Users and Technology Non-Use 

This study was largely influenced by the combined literatures on protest non-use 
in science and technology studies (STS) and Human-Computer Interactions 
(HCI) as aptly captured in the works of [10] [11] [12] [14] [15] [16]. These re-
searchers maintained that irrespective of the prevailing perspectives in HCI, 
technology non-use could be considered a productive behaviour. In 2003, Wyatt 
advised scholars to always “see non-users and former users as relevant social 
group who might influence the shape of the world” [12]. Similarly, Satchell and 
Dourish called on HCI researchers to also consider non-users, and went on to 
dismiss the notion that non-use is an “absence” or “negative space” [11]. They 
maintained that if a user abandons product “A” there must be an alternative 
product “B” which he will rely on and noted that non-use is not as absolute as 
the term implied 

Accordingly, a recent literature contribution to technology non-use made the 
terms “user” and “non-use” complex by arguing that non-use should be treated 
as a ceaselessly bargaining practice [17] [18] which is not made up of binary dis-
tinction between users and non-users [9] [17] [19]. However, [9] [14] observed 
that activities surrounding technology non-use and use involves various beha-
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viours such as considering deactivation of an existing account and the subse-
quent deactivation of the said account, taking a break from a platform, creation 
of fake accounts, and many other fed-up behaviors from the users towards their 
network service providers. 

We considered the complexity emphasized by [9] by taking into account those 
subscribers who still maintained their network service providers but are pro-
testing by lowering their level of patronage to their service provider and the 
subscribers who have changed their service providers entirely out of protest. We 
use the term “protest non-use” when we are specifically referring to subscribers 
who reported total abandonment of their previous network service providers 
being their NFR while “protest users” are all subscribers who are protesting but 
still maintained their network service providers but out of protest may have lo-
wered their level of commitment to their operators 

2.2. Users Protests against Tech Companies: Boycotts & Buycutts  

Overtime, there have been several consumer protests against technology service 
companies, such as Uber, Facebook and Amazon, [1] [2] [3] [4] which can be 
compared to traditional consumer boycotts: a group of people withholding their 
commitment with their service providers in an attempt to compel them to 
change some of their obnoxious service policies towards them. Based on the 
foregoing, the large body of research on customers boycotts as contained the 
works of these renowned authors [20] [21] [22] serves as a veritable tool in pro-
viding us with sufficient insight during our study. 

In the work of [23], it was enumerated how 28% of American consumers par-
ticipated in “political consumption”, which means either boycotting or “buycot-
ting” (i.e. deliberately purchasing products to support a company). It was also 
observed that the number of protesters is even higher among some European 
countries, such as Sweden and Switzerland, where about 35% of people have all 
engaged in consumer boycotts while around 58% engaged in “buycotts” as noted 
in [24]. Interestingly, [13] pointed out that the outcomes of historical boycotts 
showed that they are not only prevalent but have also impacted negatively on 
both economy of the targeted companies and the society at large. For instance, 
the customers boycott against Uber in 2017 triggered a lot of sympathetic par-
ticipation from the public in general which later compelled the company to ten-
der public apology in order to quell the tension and as well reversed its obnox-
ious policy that triggered the protest. 

Protesters approach in technology domain takes varying dimensions in ac-
cordance with the various sources through the company generates its revenue. 
For instance, advertisement is a primary source of revenue for some major tech 
companies such as Google and Facebook [25], whereas other companies sell 
products and services directly to consumers in order to generate their own rev-
enues. Thus, protesting behaviors in tech domains include avoiding visits to the 
disgruntled website such as google.com, facebook.com, wiki.com, etc., refusing 
to purchase goods or services from the company such as konga.com, jumia.com, 
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Uber and Amazon.com, or deactivation of ad-revenue generating platform [6]. 
In addition to the already mentioned protesters attitudes geared towards reduc-
ing the service providers’ ad revenue, the consumers could also embark on “data 
strike” by withholding their “data labour”. The data labour is generated when 
users provide inputs as they continue to access their service provider’s websites 
or portal. These inputs could come in the form of cookies or user responses but 
when they abstain from accessing the platform; their data labour is apparently 
withheld. It is therefore noteworthy that users also posses’ data labour power as 
mentioned in the works of [7] [8]. 

This study is however motivated by recent increase in “boycott-assistive tech-
nologies” [5] employing customers Buycott [26] and Out-of-Site techniques which 
is usually aimed at facilitating online and offline boycotts activities. This tech-
nology highlights the collective nature of boycotts and suggests to the partici-
pants the recommended actions to take at any point in time and the expected 
outcome of every action. 

3. Research Method 

In this report, we present our findings from our web-based survey conducted in 
the first quarters of 2020. The research survey was designed to ascertain in de-
tails, the rate of protest users among Nigeria mobile network service provider 
companies. We also sought to know the reasons behind their protests (pro-
test-use and non-use) and the kind of techniques they employ in protesting. We 
employed thorough-spread sampling technique through a third party survey 
administration to respondents, as it is common in large-scale studies that have 
examined technology non-use e.g. [9] [14] [27]. 

3.1. Research Survey Design and Participants Recruitment 

Our survey questions were designed with an intention of tailoring the questions 
to reflect the experiences of our target audience. Respondents’ recruitment was 
done through physical contacts, emails and social media platforms such as face-
book and whatsapp. We had 72 respondents who diligently completed our five 
(5) minutes research survey questions. The survey questions were categorized 
into free response and fixed-response questions. The fixed-responses questions 
were targeted at ascertaining the respondents’ level of knowledge regarding 
technology users’ protest, predominant gender of the protesters, choice of net-
work and reasons behind users’ protests, while the free-response questions are 
open-ended.  

The result from our survey indicated that 82% of the respondents have en-
gaged in protest against their network service providers. The answers to the mo-
tivations behind their protest were provided by the respondents in the free-response 
questions. Their motivations were summarized in following themes: poor ser-
vice, high tariffs on calls & internets, unnecessary charges, network issues, high 
cost of purchasing data bundle, high charges on internet services, and high 
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charges on calls. While others attributed their reasons on no free services by 
their network service, because they have found a better network service provider, 
etc.  

We also went further to ascertain their experiences with their present compa-
nies, whether it is better or not. Only 53% of the respondents are happy with 
their present network service provider while 11% affirmed negative and 35% 
could not really differentiate between their experiences with the former and 
present network service providers. We also found out that some answers to 
free-response questions are invalid so we could not classify them into any re-
sponse group. Among the total number of respondents, only 67% of them are 
familiar with the term “protest user” while the remaining 33% are not even 
aware of what they are doing despite their consistent engagement in the act. 

3.2. Respondents Demography 

Figure 1 below presents the demographic data we harvested from our research 
survey. All the demographic questions were made compulsory to all the respon-
dents. The result obtained shows that our survey questions are reasonably dis-
tributed across a number of demographic factors with a slight representation of 
middle-high-income population. The reason for the high respondents of mid-
dle-high-income respondents is because they represent the majority of people 
who have the high-end devices that could access our online survey. Our survey 
also indicated that the age brackets of our respondents ranges from 18 - 30 years 
which represents 57% and followed by age brackets of 31 - 40 years which also 
represent 24% responses. 

The respondents were categorically classified into two folds; male and female 
with male respondents higher than the female respondents with majority of 
them highly educated. 

However, it is good to note that some of our findings were not reported in 
percentages. Only results relating to motivations are reported in percentages. 
Some respondents reported more than one motivation behind their protests 
against their previous network service providers. So, one respondent can have 
multiple instances spread across multiple network service providers in the coun-
try. An example is a case where a subscriber is protesting against MTN because 
of high tariffs on calls and is also protesting against GLO because of slow inter-
net browsing network. In our results, we report both the number of instances for 
each network service provider, and instances summed across network compa-
nies. 

4. Our Research Results 

Figure 2 below illustrates the results from our survey. The format we employed 
in our result presentation is percentage format, with special interest in those are 
protest users and their respective network service providers. We also unpacked 
the motivations and setbacks associated with protest users. 
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Figure 1. The pie chart representing the age 
brackets of our respondents in the survey. 

 

 
Figure 2. The figure illustrating those who have engaged in protest use 
against their service provider. 

4.1. Prevalence of Protest Users in Ebonyi State of Nigeria 

The high-level result from our survey shows that the generality of those who 
have embarked on users protests are 82% - both those who were aware of what 
they were doing and those who were not. Large chunks of the protesters are not 
aware of what user protest is all about even when they have consistently engaged 
in it. We mentioned in 3.1 that it is only 67% of our respondents knew what 
protest use is all about, 33% of them were not familiar with the term prior to our 
research.  

Figure 2 above goes on to confirm the total number of our respondents who 
have engaged in user protest against their network service providers. It is only 
16.7% percent of the user that have maintained their network of first registration 
(NFR). 

4.2. Rate of Protest Users against Each of the Telecom Companies  

Our survey as can be seen in Figure 3 below tried to identify the number of pro-
test users against the four network provider companies in Nigeria in order to 
determine which of the company has the highest number of protesters. This 
question is also insightful because it shall help us in our decision about which 
company delivers the best or worst quality of service to their customers. 

The responses we obtained shows that approximately 37% of MTN subscrib-
ers have engaged in protest against the company, followed by GLO with 27% of 
its subscribers and 9 mobile with 13% of its subscribers.  
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Figure 3. Protest users against the four major network 
service providers. 

4.3. Motivations behind User Protests 

From our survey, we were able to understand that the subscribers embarked on 
protests for different reasons. For instance, with their knowledge of internet 
access via cable television network [28], they never expected less from their mo-
bile network service providers. So, they got disappointed when their present 
network service providers could not meet up to their expectations based on their 
previous experiences. 

Our survey revealed that following are the major reasons behind the users 
protest: 

1) Poor network service delivery; 
2) High tariffs on both call and data services;  
3) Unnecessary charges for unsolicited services such as caller tunes;  
4) Unreliable networks service, i.e. high network downtime;  
5) High cost of purchasing data bundles;  
6) High tariffs on data services;  
7) High charges on calls made;  
8) Poor internet services;  
9) Too much unsolicited messages from their network providers; 
10) Change of location because their NFR service is not available in their new 

location;  
11) They found a better network service provider; 
12) There is no free service offered by their network providers for instance, 

MTN offers free data service for social media and banking application services. 
These reasons are summarized in Table 1 below.  
 

Table 1. Factors that motivate user protest across the network service providers.  

Factors 
Poor  

service 

High tariffs  
both call &  

internet 

Unnecessary 
charges 

Network 
Issues 

High cost  
of Data  
bundle 

High  
charges for 

internet 

high  
charges  
for call 

poor  
internet  
service 

Others 

Total 8 8 3 19 6 10 3 1 10 

% 11.10% 11.10% 4.20% 26.40% 8.30% 13.90% 4.20% 1.40% 13.90% 
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Table 1 indicates that the majority of the protest is caused by network issues 
with 24.40%, followed by high for internet services and other issues representing 
14% on approximation while poor service and high tariffs on calls and internet 
closely followed with 11% of the protesters 

4.4. Network Service Providers and Various Subscriber Bases 

Our study revealed that among the four major network service providers in Ni-
geria, MTN network has the highest number of subscriber while 9 mobile has 
the least number of subscriber base. This may be as a result of series of acquisi-
tion and re-acquisition of the company that made them loose most of their cus-
tomers. 74% of our respondents are MTN subscribers while 9 mobile has 7% of 
the subscribers. Figure 4 below illustrated the better picture. 

The bar chart also indicated that GLO and Airtel are closely following each 
other with 36% and 39% percents respectively.  

Our survey also indicated that 63% of the respondents believed that MTN 
network is the best, closely followed by Airtel with 22%. GLO and 9 mobile fell 
between 8% and 2%, indicating that the reliability of their service is very low. 
Upon the rating of some of the network providers, some people still believe that 
none of them is good and so, it is better to remain and tolerate any of the net-
work providers they have registered with. 

4.5. Users Comfortability with Their Network Service Providers 

Our study also sought to determine how many of the subscribers are hap-
py/comfortable with their networks service providers. Considering the onerous 
challenges facing the network service providers in the competitive market. From 
the users experiences, 53% of the subscribers are happy with their network ser-
vice providers while 11% are not and 35% are not really sure. They are neutral in 
the matter. Figure 5 below illustrates the user experience better. 

5. Discussions 

Generally, our study result suggests that protest users have formed themselves 
into a formidable force in the socio-technical domain. Even though our survey 
did not cover large number of respondents, we observed that 59 respondents, 
representing 82% of our respondents are protest users. These results, along with 
other detailed findings about the motivations, challenges and subscriber expe-
riences, have serious implications for varieties of stakeholders, including re-
searchers in social computing and other areas of computing technology. These 
implications are explicitly discussed in the following subsections provided below. 

5.1. Technologies Support for Protest Users 

The social computing literatures and wider computing community have sud-
denly increased their interest in developing technologies to support protest users 
[5] [26] and protective optimization technologies [29]. From our study, it was 
observed that most of the subscribers are disgruntled with their network service  
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Figure 4. Network service providers with their number of their customers. 

 

 
Figure 5. The figure illustrating the dis-
tribution of subscribers experiences with 
their various network providers. 

 
providers but are helpless on what to do. This is because they have used these 
phone numbers for various registrations. In Nigeria, common to change phone 
number for bank alerts take a whole lot of bureaucratic processes; hence the fear. 
To save customers from this, the protesters should be supported with a technol-
ogy that will help them to generate enough force that will cause their network 
service providers to reverse their obnoxious services or at least appeal to the 
protesters. 

Secondly, greater numbers of protest users found within our respondents dis-
closed the kind of tactics they employ in carrying out their protests. This action 
in itself as noted by [30] introduces promising opportunity for computer-aided 
collective action. For instance, a smart technology could be developed to identify 
and mobilize protest users across each of the mobile network providers. The 
protesters could use this technology to schedule their action plans to enable 
them achieve their aim of the protest. The action plan could be to inform the 
protesters the kind of services they can subscribe and the once they can boycott. 
Some people could even continue to borrow data subscriptions from the net-
work without repaying, depending on the tactics the protesters chose to adopt. 

5.2. System Design with Users in Mind 

In technology design, everyone matters; the high-end users and all other stake-
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holders must be considered, knowing that users’ peculiarities abounds. So, 
keeping the users in mind during the system design will take care of several 
headaches after system deployment. It helps designer to project himself into the 
shoes of the various users-professional, expert, novice, etc. and be able to ac-
commodate them in the technology to avoid much negative feedbacks and per-
ception. This is an approach that would further supplement existing user-centered 
design approaches, such as participatory design and value-sensitive design [31] 
[32] [33]. 

5.3. Gender-Based Classification of Protest Users among the  
Network Subscribers 

This study exposed the sub-domain of technology non/use and the kind of beha-
viours exhibited by protest users in response to [9] called for examining “rela-
tionship between different forms of technology non-use and different types of 
motivations” [9]. We tried to understand the peculiarities that exist among the 
protesting subscribers-male or female. From our respondents, we found out that 
the rate of male to female respondents is 85% - 15% while the rate of protesters 
among the network subscribers is 82%. From the above data, it would be in-
structive to say that male protesters are more than the female considering the 
size of our respondents. We may not be able to substantiate the reason behind 
this finding but that will be left for further research. 

5.4. Protest Users versus Company Monopolies 

One of the observations we made in our survey is that many subscribers felt they 
could not change their network service providers even though there is an alter-
native service providers because of their level of commitment with their present 
network service providers. Many claimed that they have used their mobile num-
bers in so many sensitive and official registrations and couldn’t afford to lose 
their numbers. This finding provides a data point for the growing discussions 
about monopoly power of many of the companies in the technology industry 
[32] [34] [35] [36]. Some of these subscribers according to our survey decided to 
stick with their network provide because they have tried others and they could 
not experience any better service.  

5.5. Function of Our Proposed System 

Our proposed technology code-named “Komplain” is designed to serve as a 
complainant recruitment platform that will help to bring together mobile net-
work subscribers in Ebonyi state with similar mobile network challenges to ena-
ble them embark on collective consumers/subscribers actions. The system also 
contains some suggestive actions that the aggrieved subscribers could engage 
themselves in order to press home their demands. These action could be consumer 
data strike, negative service scoring, call service airtime boycott, data subscrip-
tion boycott, petition to public complaint commission (PCC), petition to con-
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sumer protection commission (CPC), petition to Nigeria communication com-
mission (NCC), collection of public signatures to sign petition, online poll to score 
telecom companies based on their quality of service to the network subscribers 
in the state, etc. 

The platform is open source that allows users to customize the appearances of 
their walls. But the system provides limited access for typing inputs from the us-
ers. It offers high priority to selection and clickable input responses from the us-
ers. The limitation of users’ keyboard inputs is to control the kinds of feedbacks 
they provide. This will also help to minimize user errors and negative/out of con-
text responses. Complaints are posted to the general platform after double blind 
verification by the system administrator in order to ascertain the authenticity of 
every post. This is to ensure the integrity of the system is maintained. 

The telecom company being protested against has a window provided for 
them where they can file their defense and as well make further clarifications 
where necessary. The system provides for open and anonymous complain but 
the person must register with the system first before making any public com-
plain. The results of each complain is analyzed using data representation tools 
such as pie chart and bar chart. 

5.6. Limitation of the Study 

Our study duration is short and this contributed to the number of people that 
participated in our collection. We could only cover Ebonyi state, one of the thir-
ty-six states of Nigeria. We used Ebonyi state as our case study owing to the 
grow complaints coming from the subscribers resident in the state. These com-
plaints actually motivated our research to consider mainly the negative expe-
riences of the subscribers with their networks service providers. A further study 
will be needed to assess the positive impacts of the network services providers on 
their subscribers. 

6. Conclusions 

This paper aimed at obtaining the users experiences of mobile network service 
subscribers in Ebonyi State, Nigeria. In this light, we accessed the users’ actions 
and the activities that triggered them into performing such action which we la-
beled users protest. The results of our survey here presented explored why the 
subscribers change their network service providers and their reasons. Our result 
showed that such behavior is increasingly common among the network sub-
scribers. These subscribers are spurred into this action by varying factors, such 
as poor services, high tariffs on call and data service, high network down-time, 
etc. 

In order to ameliorate the problem already found, a design prototype that 
would help protesters to collectively channel their complaints against any tech 
companies was proposed. This platform will enable recruitment of people with 
similar demands and complains. We suggest that these network service provid-
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ers should incorporate this technology into their service platforms. This plat-
form would also serve as a persuasive platform for both parties [37]. 
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