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Chapter 1
1.1 Introduction
Paktel is the one that launched cellular technology in Pakistan and also introduced mobile telephony in Pakistan. Paktel has done a lot and has come a long way in terms of the way Pakistanis communicate today. With a base of over 20 million and growing, customers can now enjoy the basic one-to-one voice communication. PTML, is a 100% owned subsidiary of PTCL and was established to operate 900 cellular GSM services .The company started its operations with the brand name of Ufone, from Islamabad on January 29, 2001. Ufone is expanding and has stretched its network to many new cities and highways. Ufone is giving best value for money for its customers as it is covering 100 new cities and many new highways.
 Warid is backed by Abudhabi group and that is its pride, Abudhabi is one of the largest groups in the Middle East and the largest foreign investor group in Pakistan (singly owned). As a result of its strong financial resources and extensive management and also because it has diversified business interest in the institutions it has enjoyed commercial success.
In April 2004 Telenor acquired the license for providing the GSM services in Pakistan , On March 15 2005  it launched its services commercially  in Islamabad , Rawalpindi and Karachi . Telenor delegation headed by CEO Telenor Jon Fredrik Baksaas officially opened the services of Telenor in Islamabad.  Telenor started providing its services On March 23, 2005  in Lahore, Faisalabad and Hyderabad. Telenor has become the second biggest celluar providing service telecomcompany in Pakistan by launching in over 500 destinations in just a year of its launch
Pakistan has the largest growing telecom sector in developing countries. In September 2009 almost 90% of the Pakistani population has the coverage facility and these services are available in 7011 cities , towns and villages . About 58% of the total populations are the telecom subscribers which are almost 90.30 million in 2009. The general trend is that only 2% are postpaid subscribers and 98% are prepaid subscribers which shows that the general trend is towards the prepaid (Mehran 2009)
Five Cellular Mobile Telecom Operators (CMTOs) are working in Pakistan currrently. Because of intense competition among the telecom companies there is a drastic reduction in the tariffs and that has brought it within the affordable range of common man and thus has resulted in enabling common man to acquire this much desired facility (Qizilbash 2007).

Pakistani youth has also rapidly adopted the mobile phone technology like other contemporary societies
Youth is known to be the most productive users of the phone technology. Although, the most updated figures are not available, Among the developing nations Pakistan has emerged as the biggest users of this facility with in age bracket 15 to 24 according to a report in 2004 .In September,2009 cellular mobile services were available in 7011 cities, towns and villages with network coverage of almost 90% of the total population. . In 2004 young people with age bracket of  15-24 were estimated 36 millions and which is almost 22% of the Pakistani population according to a survey in 2004 (Sultana 2006)
Youth is the prime target for all the telecom companies For instance, Ufone is targeting the youth of Pakistan by offering number of bundle services as a source of attraction for the youth. These bundle services include SMS buckets, GPRS buckets, U-tunes, MCN (Missed Call Notification), SMS Buddies and much more. Though, Ufone is charging enough for all of these services but despite of all the facts youth of Pakistan still purchasing and owning Ufone connections to keep in touch with their beloved one’s and with their friends. 
On the other side, Telenor with a brand name of Djuice is also targeting youth by providing cheap call rates and widest 
coverage all over the country. Djuice is not having much facilities to attract the customers (youth) we can also see the results in the outcomes section.

Warid launched its brand with a name of GLOW to target the youth of Pakistan, punch line of their brand is “Keep Glowing” which force youth to go for it especially those who are brand & status conscious. They brought Atif Aslam as their Brand Ambassador to attract the youth as Atif is the most famous artist among youngsters currently.
Zong recently launched its services and despite of its aggressive marketing campaign Zong is unable to gain the fame and the repute in Pakistan especially among youth.
When, we are talking about Coverage & Quality one name always come at first which is no one else but Mobilink GSM. Mobilink, no doubt is targeting the executive and the business class of Pakistan. Mobilink was the first company who launched its operations in Pakistan as far as GSM Mobile Services are concerned. Since, its launch Mobilink is the market leader and the symbol of the elite class as well. Mostly business class chooses it because Mobilink is the most reliable firm in the country which is providing best GSM services with a widest coverage to its subscribers.
1.2 Problem statement/priority issue

The sales in the cellular industry are declining at a rapid pace.
1.3 Project Objectives

The objective of this research is to study the priorities of the customers while purchasing mobile connections and the other objective is to determine the factors that are affecting the sales of cellular services. This study will contribute in setting new package plan for the young customer’s age group 18-26 and the mobile companies operating in Pakistan can use this study to review their package plans and to target said age group.

Chapter 2

2.1 Research Methodology

For this problem, we shall go for the questionnaires filled by the students falling in age group 18-26 and shall ask different questions related to the mobile service they would be using, we shall ask the reason of using that particular company’s connection and should also ask their priority while purchasing or switching to any new or other network. We shall float questionnaires and go for the interviews to at least 100 people.

2.2 Contemporary Research (Literature Review)

In this fast paced and advanced environment almost everyone is having cell phone and internet facilities to get connected with the rest of the world and be in touch with their closed ones. 

Since, there is advancement in the mobile industry and mobile phone companies in Pakistan are offering very cheap calling tariffs, cellular phones in Pakistan are becomes an essential part of the lives. 
Something which is of great importance is that the right way of calling someone is calling only using your cellular services 
(as in Italy, the U.S. and some Latin American countries) or the reason which make mobile right device for communication is privacy and accessibility and movability. (Lorente, June 2002).

This present era is considered as most charming period for the study of consumer preferences which boast the current mobile services even if there is lots of hurdles in the way of new mobile services (Bradner 2007).

Nowadays every coming day brings up a new technology and in mobile sector we are shifting towards next generation which make mobile phone even more complex and now we want our handset not less than a mini computer customer wants to get all the facilities of internet GPRS and MMS etc (Andresen 2002).

Mr. C.M. Liu in his research finds out the characteristics of consumer buying behavior regarding brand in Asia which was further narrowed down into two kinds of reactions toward brand first one is which mobile phone they are using and the second is cellular network (Liu, 2002).

Different companies are using mobile phones services especially short messaging services (SMS) as a source for the marketing of their organizations, International market research institutes
also consider mobile marketing as a highly promising marketing instrument that will continue to gain importance  (Wohlfahrt, 2002).

In current era, mobile is not only the need of the educated people but this technology is also helping others like farmers, barbers, labors, etc. In some parts of the globe, especially is the developed countries, however, the mobile phone is an ever-present technology of urban-rural socio-economic speed. It is now considered as a development tool to “leapfrog” legacy infrastructure and innovate more quickly than through older industrial forms.

We know that the current trend of farmers, many farmers just interact with the buyers on mobile phone just sell their products on just one call this is an advantage for farmers and also operators. From the help of mobile phone the farmers focus and exceed their business and the main advantage is the seller and buyer aware the trend of the market (Shaffril, 2009). 

The Pakistan is situated in South Asia neighbored by China, Iran, Afghanistan and India. Pakistan is a middle income country with per capita income of US$ 846 and the country has recorded an average GDP growth of 7% over the last five years (Gao, 2009).

And the telephone penetration rate per capita has jumped from 4% in 2000 to 58% in 2007 as a result of over triple figure growth during last few years (PTA, 2008).

Mobile phone is a necessary item in our life in these days and every one want a best service in its package. Also providers want to give a best service to its customers in this competitive market structure because of increase in technology day by day. 
The main challenge facing in these days providers we know that the Wi-Fi anf Wi-Max technology so every operator want to provide a best service of Wi-Fi and Wi-Max (De Lussanet, 2004) and we know that the competitors facing a challenge situation because technology and innovation rate increasing day by day and the providers some time cannot focus on research and development department that’s why the customer switch from one service to another service.

After the technology from the providers perspective the users is a most important key because the every company wants to know that what type of customer they have and when they know that then they offer a package for its customer. 
We know that the Mobile User is a very important factor for every operator. When a company launches a package for a user then they think who is a user of this particular package like age 
status, male or female, study levels, etc. According to the (Anderson et al, 1999) Market is always divided into different parts
In order to know current situation and demand in market and offer good services in future. Industrialist followed the cardinal method in which they classify their user according to their taste and usage of cellular services and consumers preferences. (Green et al, 2001).

According to the PTA the growth rate of telecommunications after 2006 is in triple digit and no any research has been done to explain it. Our study is to prove that what type of growth in telecommunications and specially what type of services people wants to see in their mobile connection.
We will focus on who is a provider in market because we know that the provider is a key player to drive mobile telecommunication. In key providers includes network operator, standard setting organization, service operators, consultancy companies etc.  
Mobile business is one of the businesses having active potential in the world especially in Finland because Finns are one of the most keen mobile phone users. we know that in mobile service the traditional kind is SMS, and standard tradition of mobile 
devices. From theoretical point of view this thesis will provide information in quickly mounting industry of Telecom. 
Basically the every operator want to know that the taste of consumer so when an operator know this then this is a competitive advantage of people using these information sin strategic and operational marketing. Knowledge of consumers' adaptive capabilities and attitudes, a marketer is better able to understand their customers’ expectations. Developing services will attract consumer to approve new technology and make its use in an easy way. New strategies should be employed to develop changing perception. New services rely on the complex tasks like understanding and anticipating latent customer needs. 

Uptill now there is huge gap of research in mobile services.Anckar (2002) found that the primary layout of VAS in m-commerce is consumer sattisfaction but still main objective of m-commerce is ill defined. 

In global context, an increasing number of academic studies are focusing on mobile services from a service management perspective, rather than a technology oriented perspective (e.g. Balasubramanian, et. al. 2002; Heinonen and Andersson 2003; Nysveen et. al. 2005a,b) and formal classifications or categorizations of mobile services are still scarce.

Chapter 3
3.1 Industry Analysis
The PTA (Pakistan Telecommunication Authority) established in January 1996 and having two chairmen one from technical and other from Finance department.
PTA's functions include:

To regulate the establishment, operation and maintenance of telecommunication systems and provision of telecommunication services in Pakistan. 

· To receive and expeditiously dispose of applications for the use of radio-frequency spectrum.

· To promote and protect the interests of users of telecommunication services in Pakistan. 

· To promote the availability of a wide range of high quality, efficient, cost effective and competitive telecommunication services throughout Pakistan.

· To promote rapid modernization of telecommunication systems and telecommunication services.

· To investigate and adjudicate on complaints and other claims made against licensees arising out of alleged
Contraventions of the provisions of this Act, the rules made and licenses issued there under and take action accordingly.

· To make recommendations to the Federal Government on policies with respect to international telecommunications, provision of support for participation in international meetings and agreements to be executed in relation to the routing of international traffic and accounting settlements.

· To perform such other functions as the Federal Government may assign from time to time. 

In telecom sector five companies are working. These are;
· Mobilink

· Telenor
· Ufone
· Warid
· Zong

In 2005 Norwegian firm “Telenor” invested in Pakistan’s telecom sector which is a stock listed company in Oslo stock market in US.  In 2008, right after three years of the launch of Telenor Zong entered into the market to capture the potential market which has been left behind by Telenor.

According to the July 2009 report the total subscribers of Mobile Users is 95.54 million. Stats are as below;
Mobilink                    29.55 Million Subscriber

Telenor                     21.29 Million Subscriber

Ufone                       20.50 Million Subscriber

Warid                       18.14 Million Subscriber

ZONG                        06.48 Million Subscriber
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  Fig.  3.1 Source: PTA Annual Report
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  Fig 3.2 (In Million) Source: PTA Annual Report

There is a sudden increase in the growth rate of the Pakistan mobile industry. The demand for the mobile phones is increasing at a very fast rate and the existing mobile companies are unable to meet the requirements of the growing market.  
Latest example of this prospective demand can be seen in the prepaid mobile connections by UFone, which claims that they have sold 100,000 in just 100 hours. Market demands have not being fulfilled because the big investors of the market are not
 investing to increase the network capacity. On the other hand, new technologies such as GMPCS/GPRS have been adopted instead of the old ones that are AMPS.

Furthermore, there is also a lack of new FDIs in the Pakistani local market. Up-gradation of the technology is also desirable to meet the market demands and new licenses should also be issued to other GSM companies and to launch 3G and 4G technology.

Network coverage of almost 90% of the total population of Pakistan has made mobile industry even more attractive for foreign investment. Pakistan has emerged as one of the fastest growing mobile markets among the developing nations.

Ufone recently introduced its new package especially designed for Youth (Uth Package) and they are targeting youth of Pakistan by offering reliable and advanced services. Though, these services are expensive as compared to other packages but despite knowing of this fact maximum numbers of young customers are switching their packages. 
Every company wants to introduce a fitted package for everyone and wants to increase customer. As per our research 70% mobile users are falling in between age bracket 18 to 20.
Technology is changing day by day. Now, more people wants to use Internet on mobile and they want high speed so all companies working on that and pulling the customers through giving a low cost GPRS packages.

Every company is offering a late night package to its customer like free call on one number, happy hours, lambi baat saari raat etc. 
3.1  QUALITY OF SERVICES PROVIDED BY TELECOM INDUSTRY IN PAKISTAN CAN BE JUDJED BY THE FOLLOWING DATA given by PTA
	CELLUAR MOBILE QUALITY      

  RESULTS BY PTA
	                QUALITY OF SERVICE RESULTS 
	

	RESULTS CITY WISE
	
	

	SERVISE ACCESIBILITY
	
	

	REQUIRED STANDARD >= 98%
	
	

	CITIES
	           MOBILINK
	U PHONE
	TELENOR
	WARID
	 ZONG

	ISLAMABAD /RAWALPINDI
	                     98.89%
	96.89%
	 96%
	100%
	94%

	LAHORE
	  96.50%
	          98.50%
	  97.50%
	99.09%
	97.49%

	FAISLABAD 
	             99.38%
	100%
	        96.13%
	97.56%
	99.35%

	KARACHI
	          97.34%
	         100%
	     98.68%
	98.67%
	100%

	QUETTA
	                    96%
	         100%
	     99.80%
	98%
	99.30%

	MUZAFARABAD
	 99.11%
	    97.55%
	97.55%
	99.55%
	99.55%


	   SERVICE RETAINABILIITY


	  CALL COMPLETION /MAINTABILITY

	  REQUIRED STANDARD >98%

	       CITIES
	MOBILINK
	U PHONE
	TELENOR
	WARID
	ZONG

	ISLAMABAD RAWALPINDI
	95.02%
	95.69%
	  99%
	98.98%
	 99%

	LAHORE
	94.30%
	94.90%
	96.41%
	97.25%
	94.85%

	FAISLABAD 
	98.75%
	96.80%
	97.32%
	91.25%
	92.88%

	KARACHI
	98.67%
	94.66%
	93.98%
	95.20%
	97.33%

	QUETTA
	98.80%
	86.40%
	93.80%
	95.30%
	94.60%

	MUZAFFARABAD
	94.20%
	97.46%
	96.66%
	98.76%
	99.55%


	SPEECH QUALITY
VOICE CLARITY  REQUIRED        STANDARD>3

	   ALL OPERATORE ARE BELOW THE BENCHMARK

 

 

 

 

 



	   CITIES
	 MOBILINK
	  UFONE
	TELENOR
	 

  WARID
	 

   ZONG

	  ISLAMABAD

  RAWALPINDI
	   2.39
	1.99
	   2.26
	   2.37
	   1.99

	LAHORE
	   2.1
	1.9


	   2.1
	   2.1
	   2.38

	FAISLABAD
	   1.9
	2


	    2
	   1.8
	   2

	KARACHI
	   1.98
	1.74


	  2.13
	   2.07
	   2.31


 





Table 3.3 
3.2 SERVICES PROVIDED BY THE TELECOM INDUSRTY FOR ITS USERS 

These services may be named different by different companies but the outcome is almost the same and mostly all of them are providing the( almost same) given below services

Bubble messaging:  Bubble message is a voice message that is of 30 seconds  duration, to any mobile number in Pakistan!

Basic services: It includes conference calling ,caller line identification ,call forwarding

call blocker:  you can block any number that is bothering you by using this
Call me back: It helps when the caller is short of credit he or she can use this  or want receiver to pay the bill of the call
Download Ivr : It is used to download songs wall papers for your cell phone
Photo express: Is used to send photographs to your loved ones in printed form
Tv guide: when you subscribe this facility you get the channel list and buy giving your favorite channel you will get the program list of that channel

Reverse auction: you can bid for different things using this
Sim Menu: it gives entertainment like games etc for the sim users

Group SMS service: you can send one message and that will automatically be send to the pre selected group membrs that you have created
SMS messenger: even you don’t have GPRS in your cellphone you can send instant messaging using this
Easy load: Is used to reload balance as per your liking but minimum range is there
Internet:you can access the internet wherever you are using your cell phone
Ezetop: This is used to call abroad you can ask a friend or a relative who is abroad to provide you with the balance  on some of the outlets which your networks allows then you can call abroad
Friend finder: By this you can find new people and thus can make new friends and interact them
Facebook: you can give comments  update your status on facebook by using this
Football alerts: you can have the updates football matches their scores on your cellphone
Opera mini: it helps you access the internet faster
International roaming:  you can use your cell phone any where  just you have to do is to switch your cellphone and this helps you to  save time  and energy earlier you have to get into a cumbersome. 
International MMS : you can receive sent picture from your friends relatives who are abroad on your cellphone instantly
Akhbar service: Is used to listen to latest news

Islamic portal: In this  you can hear surahs, ayahs & Hadiths, naats. At the same time you can get to know Namaz timings and lots more

MMS news: you can now not only hear news you can also watch video news clips on your mobile phone

Missed call alerts:  you wont miss any call even your cell is off or you are out of coverage the MCA will provides information about the caller's mobile number date  time and frequency of calls.

SMS email: This e mail service brings all your mails directly to your cell phone in the form of message. All the mobile type users can avail this facility  regardless of type make  ou will get mails from yahoo Gmail Hotmail etc you will get these mails instantly and you can also reply instantly! this service can be accessed via the website, SMS or the WAP browser on your         handset!
Balance share: Balance can be transferred within the same network from one mobile number to an other 
Secret SMS: messages sent through this are pin protected and thus can only be used by the receiver  who knows the pin code and helps you to maintain the privacy and secrecy
Smart Tunes : you can add smart tunes so people who call you  can enjoy music as per your likings and helps you to show your music taste
SMS Timer:  you can delay your messages e.g if you want you send the message after 5 hours the recipient will receive it after 5 hours

SMS translation :Helps to translate the message from one language to another

SONG Dedication : you can dedicate your loved ones along with the voice SMS Urdu English songs and can show your feelings 
Loan .If you run out of credit and you have an important call to make you can borrow balance and when you recharge your balance this amount will automatically be deducted from you balance
Auto location: Some of the companies provide you the facility that where ever you go the name of the place will be there on the wall of your hand set

WEB 2 SMS: you can Chat with any same network  number from the
same website. You can chat with 10 numbers in one time you  Just have to download the jawa applet 
MAIL: It is used to answer to miss calls just like your answering machine 

USB Dongle : Using this device you can have access to numerous international and local destinations
Song Search: simply you have to  search for the song either by artist track title or even the movie in which it was  smsing to as per network and then you can  directly set it as your smart tune or download its ring tone or you can dedicate it to someone.
 Mobile Banking and Mobile Payments: 
It is used for using mobile service for financial activities The term mobile payments refers to payment transactions initiated or confirmed using a person’s mobile phone .Mobile banking allows customers to check monitor transactions and to obtain other account information, transfer funds, locate branches or ATMs, and, sometimes you can also pay bills. Generally payments fall into two categories proximity payments and remote payments one made at
. Mobile “remote payments,” on the other hand, are not transmitted by NFC but rather require payments to be initiated and settled through the mobile cellular phone net work in combination with an associated payment network. It involves payments that involve person-to-person, person-to-business and business-to-business
 Payments and is based on SMS text messaging, wireless Internet technology  or a downloaded application in order to execute the payment 
CHAPTER 4 Outcomes
We decided to take a sample size of hundred people falling in between age bracket 18-25 and asked different questions for the analysis (Annexure – I).

Questions # 01

Which connection are you using?

Outcome
According to our survey 42 out of 100 customers belongs to Ufone, 19 belongs to Telenor, 17 belongs to Mobilink, 12 belongs to warid and 10 to Zong which is also knows as China Mobile Pakistan.
	
	Connection

	Moblink
	17

	Telenor
	19

	Ufone
	42

	Warid
	12

	Zong
	10


  Table4.1 

Connection:
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 Fig. 4.1 
Question # 02

Reasons of using that particular connection
Outcome

39 out of 100 customers want cheap call rates whereas, 23 out of 100 wants service quality and 18 out of 100 wants VAS, 11 out of 100 are brand conscious and 9 out of 100 customers wants FNF.
	
	Reason

	Cheap call rates
	39

	VAS
	18

	FNF
	9

	TZ Brand
	11

	Service Quality
	23
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Fig. 4.2
Question # 03

What matters to you?

Outcomes
63 out of 100 customers wants better service, 15 out of 100 wants coverage, 9 customers like VAS, 7 likes tariff and 6 customers out of 100 are concerned with the customer care. 
	
	Matters

	Services
	63

	Customer Care
	6

	Coverage
	15

	VAS
	9

	Tariff
	7


Matters:
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Recommendations
After doing a survey, we came to know that 63% of total subscribers are looking for number of services a network is offering to its customers. Now, what cellular companies need is to launch attractive services to attract the target market which ultimately maximize the profit.
Question # 04

Which VAS do you like most?

Outcomes
69 out of 100 customers said that they just need SMS, 13 out of 100 customers’ wants GPRS, 11 people out of 100 wants MMS and 5 out of 100 likes info services just 2 customers’ wants a caller tunes out of 100.
	
	Which VAS

	SMS
	69

	MMS
	11

	GPRS
	13

	Caller Tunes
	2

	Info Services
	5


Which VAS:
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Recommendations
Currently, almost all the companies are offering low cost SMS to their subscribers. Some of them are offering SMS buckets on a very cheap rates as well, what companies need is to come up with number of SMS buckets for their customers like Ufone is doing. They should offer Fortnightly, Weekly, 24 Hours, Night SMS Packages and monthly SMS buckets to their customers.
Question # 05

While using VAS what matters to you?

Outcomes

43 customers out of 100 wants quality and 18 customers out of 100 want less price and 14 customers out of 100 wants delivery on time and Buckets, and 11 customers out of 100 said that they prefer quantity over rest of the options. 

	
	VAS Matters

	Quality
	43

	Quantity
	11

	Delivery
	14

	Price
	18

	Buckets
	14


VAS Matters:
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Recommendations
While using Value Added Services customers are looking for the best quality. For instance, if someone is using GPRS then the GPRS should be working properly. Wherever, he/she will go he could be able to open or browse the web portals and websites of his/her own choice.
Question # 06
Are you happy with the SMS buckets provided by your operator?

Outcomes

Our findings were, 28 customers out of 100 strongly agree, 44 out of 100 customers agree, 14 out of 100 Neutral and just 7 customers disagree or strongly disagree.
	
	SMS Buckets

	S.Disagree
	7

	Disagree
	7

	Neutral
	14

	Agree
	44

	S Agree
	28


SMS Buckets:
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Recommendations
44 percent of total youth cellular customers are happy with the SMS buckets being offered by their respective operators. Operators should stick to these buckets else they shall lose their customers like Telenor. Few months back, when Telenor came up with quote system SMS buckets (500 On Net 500 Off Net) customers started switching their networks because these days 
among youth SMS is the main medium for gossips.
Question # 07

Do you feel the number of VAS your provider is offering are sufficient?
Outcomes

47 out of 100 customers said that the number of VAS provided by their firm is sufficient, 27 percent customers are neutral, 11 are strongly agreed and just 4 out of 100 are strongly disagreed.
	
	VAS Sufficient

	S.Disagree
	4

	Disagree
	11

	Neutral
	27

	Agree
	47

	S Agree
	11
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Recommendations
Total of 47 percent customers are happy with the number of VAS their respective operators are offering. That does not mean that now companies should stick to these VAS but they should come up with some new VAS as well so that they can make their customers delight rather keeping them only happy.
Question # 08
The prices your company is charging for VAS are affordable?

Outcomes

35 percent customers out of 100 are agreed, 33 out of 100 strongly agree, 13 out of 100 are neutral, 9 out of 100 disagree and just 10 percent strongly disagree.
	
	Charging VAS

	S.Disagree
	10

	Disagree
	9

	Neutral
	13

	Agree
	35

	S Agree
	33
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Recommendations
35 percent customers are happy with the amount they have been charged from their network providers for the value added services which they are availing. Firms should stick to these rates so that they can’t lose their customers.
Question # 09

Do you use your cellular connections for calls not for VAS?

Outcomes

31 out of 100 are agreed, 24 out of 100 are neutral, 22 out of 100 are strongly agrees, 12 out of 100 are disagree and just 11 out of 100 are strongly disagree
	
	Calls or VAS

	S.Disagree
	11

	Disagree
	12

	Neutral
	24

	Agree
	31

	S Agree
	22
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Recommendations
As per our survey 31 percent of customers are using their cell phones to be in touch with friends and colleagues through voice calls. So, companies should come up with cheap calling rates like currently Mobilink & Ufone is doing (cheap call rates for an hour). Companies should also focus to provide cheap calling rates for other networks and for PTCL as well.
Question # 10
Are you satisfied with the tariff plan of your network?

Outcomes

50 out of 100 agreed, 17 out of 100 are strongly agreed, 15 out of 100 are neutral, 12 percent strongly disagree and just 6 out of 100 disagree.
	
	Tariff Charges

	S.Disagree
	12

	Disagree
	6

	Neutral
	15

	Agree
	50

	S Agree
	17
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Analysis
We have noticed that 50 percent of customers are happy with the tariff plans which their particular network providers are offering. They think that these tariff plans are not that much expensive and can be affordable as well.

Question # 11

Call rates are very important in my selection of cellular service

Outcomes

55 out of 100 agreed, 26 out of 100 strongly agree, 7 percent are neutral and 5 out of 100 are strongly disagree.
	
	Call Rates

	S.Disagree
	5

	Disagree
	7

	Neutral
	7

	Agree
	55

	S Agree
	26
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ANALYSIS :As we know that all the celluar companies give reasonable rates on on net call but they differ in off net calls so rate off net calls are given below
	
	Airtime + InterConnect
	15% GST
	Total

	Telenor (Peak & Off-Peak)
	3.45 
	0.52 
	3.97 

	Warid (Peak & Off-Peak) 
	2.25 
	0.34 
	2.59 

	Mobilink (Peak & Off-Peak) 
	4.35 
	0.65 
	5.00 

	Ufone (Peak & Off-Peak) 
	2.50 
	0.38 
	2.88 


Mobilink :Is the expensive of all this shows that why mobilink has less share in the market as per our survey almost 8%of students consider call rates for their  network selection and also other companies are more willingly to give hourly calling packages then mobiink
Ufone: Ufone not only giving cheap sms packages but also giving the least call rates and also it is giving more daily hour packages  that’s why students are more likely to use ufone  

Warid: warid is giving the cheapest rates 

TELENOR; Is the second most expensive of all the networks but what they are doing good is providing daily hour packages which 
mean a lot to students but as their calling completion in major cities like Lahore karachi is not good students students complain that these packages become expensive because of calling drop pattern 
Recommendations Almost half of the customers are happy with the current tariff plans which have been offered from their respective networks, but they are not delighted. To retain customers it is important to keep them delight, so is the case applies here. Cellular companies need to think out of the box and to come up with some low cost tariff plans for both on-net and off-net calls to retain their current customers and to keep their sales ratio high.
Question # 12
I think daily subscription charges for one particular package is affordable.

Outcomes

37 out of 100 customers satisfied with the daily subscription charges that company charge 27  out of 100 are neutral and 11 are strongly agree whereas, 15 out of 100 are disagree and 10 out of 100 are strongly disagree

	
	Daily Sub scription Charges

	 S.Disagree
	10

	Disagree
	15

	Neutral
	27

	Agree
	37

	S Agree
	11


Daily Subscription Charges:
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Recommendations
The point to be noted here is that 27 percent of customers are 
neither happy with the daily service/subscription charges nor they are against it. In fact, they can’t decide whether it should be there or not. Whereas, it is important to make it very clear here that daily service charge is not a burden of or liability of a customer but facilitation. Customer has to pay such charges when he/she is using the services; the day customer is not using that service he/she does not need to pay for it. Companies who are offering services with daily service charges needs to make their customers realize this fact that service charges are not liability but facilitation. It would ultimately help them to boost their sales and to maximize profit.
Question # 13

Are you satisfied with the network coverage of your operator?
Outcomes

42 out of 100 are strongly agreed, 31 out of 100 are agree, 11 are neutral and just 6 out of 100 are strongly disagree.
	
	Coverage

	S.Disagree
	6

	Disagree
	9

	Neutral
	11

	Agree
	31

	S Agree
	42
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Recommendations
Coverage we can say is the most important factor in the progress of any cellular company. If company is having wide coverage then off course number of customers would increase itself. Customers 
would remain happy with their operator. We can quote Mobilink’s example here, customers of Mobilink are happy just because of wide coverage. When you are able to make calls and to be in touch with your family and friends wherever you go, then you would happily pay huge amounts. Operators need to invest in this particular area to expand their area of operation and to increase number of customers. 
Question # 14 

I am satisfied with the customer services provided by my network? 
	
	Cutomer service 

	S.Disagree
	7

	Disagree
	7

	Neutral
	13

	Agree
	29

	S Agree
	42
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Outcomes
13  out of 100 are neutral 7 strongly disagree and disagree and 29 agree and 42 strongly agree

ANALYSIS As we know all these companies are multinational or are big enough that is why all of them are providing the customers services that are satisfying their users
Question # 15

I am concerned with the problems of signal dropping & busy network.

	
	Signal Dropping

	S.Disagree
	12

	Disagree
	11

	Neutral
	30

	Agree
	27

	S Agree
	20


Signal Dropping Problem:
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Outcomes

30 out of 100 are neutral, 27 out of 100 are agree, 20 out 0f 100 are strongly agree 12 are strongly disagree and just 11 out of 100 are disagree with this question
ANALYSIS We can judge the signal strength by checking the data given by PTA in call completion as call will be dropped if signal will drop
Mobilink: Mobilink is close to 98% in big cities like Karachi Lahore Islamabad Rawalpindi
Telenor: Is also close to 98%mark in these  Karachi Lahore Islamabad Rawalpindi
UFONE: IS behind the benchmark Karachi Lahore Islamabad Rawalpindi according to PTA
Warid: Is above the set standards in Karachi Lahore Islamabad  Rawalpindi 

Zong .Is behind in Islamabad Rawalpindi 

RECOMMENDATION
THE students complain about signal dropping is valid as almost 
all of them are behind the set standards and as usually students use hourly package  and if their call gets disconnected they have to call again and that’s adds more cost to them 
Operators need to focus on the quality of signals. Customers are facing signal drop, echo, and channel muting, breaking of voice during conversations. Especially Ufone’s customers are not happy with the operator as far as signal’s quality is concern. 
We talked with number of mobile users and maximum of them were using Ufone as mentioned in Question # 1.As per our survey Ufone’s customers are facing such problem in a very high ratio. Firms, especially Ufone should focus on this issue and to do desired actions to avoid making customers un-happy which may be leads to the churn of customers.

Chapter Recommendation 5
After doing a survey on the sample size of 100 people falling in between age bracket 18-26 we came to know that mostly the youth of Pakistan is demanding cheap call rates with extra ordinary customer care and widest coverage and that coverage must be reliable. The delivery of the service matters most rather then the rates of that particular service people are willing to pay the rates but they are not willing to compromise on the service of the quality cellular providers are providing in fact the youth of Pakistan is keeping high hopes from the companies that the firms should come up with some new attractive services.
Companies are doing their best to retain their existing customers and to increase the sales ratio as well. But, still firms have to think out of box to achieve the desired targets. Firms, like Mobilink need to come up with some cheap calling rates for any network WARID is the only operator which is having widest coverage with excellent signal quality, call drop ratio of WARID is almost zero percent. 

Zong needs to come up with some good and aggressive marketing campaign what current they are doing is cheap marketing which fails to attract the customers. May be there would be some logic behind doing such campaign but as per our survey Zong’s ad’s are the worst 
ad’s as far as the quality is concern.
To wrap up we can say that the customer is actually having a concern with the network coverage, tariff plans (including happy hours), buckets & delivery of the services. According to our survey mostly youngsters prefer Ufone over other cellular firms and when we asked the reason for it few people said it is because of the aggressive and unique marketing style of Ufone, few said because this is the firm which relates to us despite of its privatization, firm is having a soft corner in the subscriber’s heart. What ufone needs to focus is the coverage and the quality of its signals as the customer despite of being in guaranteed coverage area is not getting proper response from the dialing/dialed party and face noise/distortion in the call. 
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