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EXECUTIVE SUMMARY 

There was a time when mobile phones were considered as a luxurious item, but now it is becoming an integral part of everyone’s life as it helps keep contact with others. When cellular industry started it was considered to be affordable by only the high class, but with the advancement of technology and entrance of new competition it has now become and affordable means of communication. 

The cellular industry is a highly competitive industry. Mobile phone users are expected to reach 1 billion, compared with presently seven million. Warid and Telenor are expected to attract 1.5 million to two million cell phone customers in the year 2010 while the remaining four companies are expected to capture 6.5 million new cell phone customers next year. Aggressive marketing is being done by all the cellular service providers because of the tough competition. In our research, we’ve analyzed the competition in the industry and the competitive strategies. We’ve also highlighted the customer behavior regarding the cellular industry. 

The scope of the project is to study the structure, competition and the consumer behavior regarding the cellular industry of Pakistan. In this project, we’ve analyzed the competition in the industry but our main emphasis regarding the consumer behavior and the marketing strategies is aimed at Mobilink.
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1 INTRODUCTION: 

1.1 BROAD PROBLEM AREA / BACKGROUND:
Cellular consumers, presently comprising 97 million are estimated to attain 1 billion in Pakistan. The telecom industry has flourished largely in the past decade with huge incentives being provided by the government itself. Apart from growth, the industry also flourished in terms of its customer base and customer attraction. Presently, the telecom industry is one industry that has immense competition among its members and that rigorously marketing itself to increase consumers. 

Zong has scheduled to attract 1 and half million potential users in the current year 2010, whereas the large market players are aiming to attract approximately 6 and a half million new users in the coming year. With the introduction of new market players, the competition has thoroughly grown and survival has become even more difficult. Now, the main problem is not attaining the customers but rather retaining them as the phenomenon of brand switching in telecom industry is prevailing. Consumers frequently switch from one brand to another but sill the market has seen two major players.

1.2 PROBLEM STATEMENT: 
With the introduction of new market players, the competition has thoroughly grown and survival has become even more difficult. Now, the main problem is not attaining the customers but rather retaining them as the phenomenon of brand switching in telecom industry is prevailing. Consumers frequently switch from one brand to another. Hence, the survival has become very difficult.
1.3 OBJECTIVES OF STUDY:
The Objectives of this study is to understand the competition among cellular industry and consumer behavior.
As subscribers base increasing everyday and mobile penetration increasing every month. In order to achieve the objectives, the study is focused to find what reasons are behind the success and growth of cellular networks.
1.4 RESEARCH METHODOLOGY:

1.4.1 Type of study:
The research utilizes the descriptive method in acquiring information for evaluation and analysis of growth of cellular networks. The descriptive process of research was believed to be more suited in this kind of investigation because it seeks getting direct information from secondary data. 
· Web surfing
· Editorials of various reporters
1.4.2 Samples and Procedure:
In this study all the cellular networks are considered because all the companies are able to provide the required data and information needed for the study. 
1.4.3 Instruments and Measures: 
The data is showed in tabular form and different charts have been drawn to have a quick overview of the current picture of cellular networks. 

In this study the bar charts, pie charts, line charts and histogram used to facilitate the understanding of growth of cellular networks in Pakistan.
1.2 SCOPE and limitation OF THE PROJECT:

· The project is aimed to analyze the telecom industry with due emphasis on Mobilink. 
· It would also analyze the antagonism posed by the major players for each other. 
· The main emphasis will be on comparative analysis of the different marketing approaches of the major players for attaining the customers and the response of buyers to these approaches. 
· The limitation would be the analysis of financial books of cellular companies and issue regarding their technical equipments and developments. 
2. LITERATURE REVIEW:

2.1 TELECOMMUNICATION SECTOR OF PAKISTAN:

According to statistics available with Pakistan Telecommunication authority: since the inception of the calling party pays (CPP) regime and pre-paid cellular connections introduced in the market the cellular base has grown to reach 3.3 million subscribers. The high values post paid segment however is less than three hundred thousand in the total subscriber base.
“One of the factors that the cellular companies will have to take into account in the near future is how to increase revenue per subscriber that currently has gone as low as Rs250- 300 per month,” 
Jawad Rahim, telecom investment analyst said. (www.pta.gov.pk)
The growth of cellular market in Pakistan has been consistent with more mature and developed markets where it has come through low value Pre-paid segment. “The subscriber here however is quite different from his counterpart in the developed world. In Pakistan the main use of having mobile phone connection is to keep in touch, not by making outgoing calls but through receiving incoming calls” 
Said by Kashif Hadi: Running a cellular outlet in Rawalpindi.
The PTA has projected and most mobile phone companies agree that the subscriber base by the end of year 2004 will touch a staggering 7 million customers. “That means the operators will have to target low end segment of the potential customer base more and more and that in the long run would mean further reduction in revenue per subscriber,” (www.pakobserver.net)
Jawad Rahim adds.
"I am conscious that despite we have achieved key milestones this year, there is much more to be done. Any issues which are likely to emerge after liberalization of the telecom services will be appropriately handled," (www.pta.gov.pk)
Said Shehzada Alam chairman of the authority in the report:

 "Keeping in view the importance of WLL technology in developing economies and the growth of WLL subscribers all across the world, we also decided to promote this technology and thus offered WLL licenses", said Alam. (www.pakobserver.net)

By Imran Ayub: The Internet system may have been restored across the country after an 11-day disruption, but the internet backbone provider, Pakistan Telecommunication Company Limited, is likely to be served damages claims of $35 million from the telecom industry. (www.socialistworld.net)

Telecom Operators Association Convener Wahaj us Sairaj said: “During the last 12 days, LDI operators lost $9.8 million. The annual revenue of the international incoming calls to Pakistan is around $300 million per year including the PTCL and 12 new LDI operators.”

He said the government had been investing large sums of money in the IT sector to the tune of around Rs 300 million per year and he claimed that the government’s five-year efforts had just gone down the drain causing a loss of Rs 1.5 billion or $25 million. “So the total national loss comes to $46 million or Rs 2.8 billion,” (www.socialistworld.net)
Said Mr. Sairaj and he demanded of the Pakistan Telecommunication Authority to move, according to the Telecom Act, 1996, as it was their responsibility to ensure quality telecom services.

Call Centre Operators Association of Pakistan (CCOAP) President Abdullah Butt said: “The estimates of the losses suffered are yet to be finalized but the industry has roughly lost $20 million to $25 million. These are only figures which are a result of the cancellation of contracts. Other than this we also lost $10 million in business within the industry.”
(www.thenetwork.org.pk)

He said the association approached senior officials in the government but he said it did not receive a favorable response. The CCOAP president feared the industry would not be compensated for the losses. “I am not confident about getting any return but there should be such an agreement which ensures compensation in the absence of quality service,” Mr. Butt added. (www.thenetwork.org.pk)
ISPs Association of Pakistan President Ansar ul Haq said: “We lost Rs 12 million a day. So the ISPs lost Rs 120 million only in terms of revenue. We still have to pay monthly and annual charges to the PTCL and this is an additional
loss.” (www.netpakistani.com)
From ten to twelve years the telecom sector has grown rapidly and has acquired a huge potential for future development. Government is supporting telecom sector to provide incentives to the major players in providing the facilities to the customers living domestically or abroad. As far as foreign investment is concerned government sector is struggling a lot for it and for this purpose they are making polices. This is a positive development for the foreign investors to invest here and provide services in the telecommunication ground. Here are some players of telecommunication sector which are as follows: 

2.1.1 PAKISTAN TELECOMMUNICATION AUTHORITY (PTA):

PTA is a dictatorial body, which regulates the organization, function and safeguarding of telecom services. It also encourages and looks after the benefits of the customers and producers, making sure that the quality of service is high and the prices are competitive. Therefore with the founding of PTA, there are some institutions which encourage and defend the interests of buyer. PTA had promoted swift transformation of the necessary structures and services.
2.1.1.1 FUNCTIONS OF PTA:

· To control the organization, function and safeguarding of necessary structures and prerequisite of given services.
· Requests for the use of radio-frequency spectrum are immediately received and organized.
· The benefits of users of telecom services are encouraged and safeguarded.
· To encourage the accessibility of an extensive variety of good features, well-organized, competitive and price compatible services through out the country.
· To encourage speedy transformation of structure and services.
· Examination or arbitrating over the objections that are going against licensees happening out of suspected infringements which are the requirements of the act. 
· Suggestions to the central government regarding enhancement of quality of services and proposition of strategies in accordance with global telecom industry.
· Other functions assigned by central government with the passage of time.
2.1.1.2 RESPONSIBILITIES OF AUTHORITY

In implementing its roles as well as authorities, the body will guarantee the follows
· Privileges of license holders are appropriately confined;

· Its verdicts and strength of mind are conveyed punctually, in unbiased, unbigoted, reliable and crystal clear mode;

· All the strategies and planning proposed should be treated in time;
· Those users crossing the limits of its fortitude will be given warnings and will be given a chance to clarify their acts.

· True unbiased competition is appropriately encouraged. 

· Due safeguard and protection will be given to the rights of telecom users.
2.1.2 PAKISTAN TELECOMMUNICATION COMPANY                                     LIMITED (PTCL)

PTCL is the major telecom service provider in Pakistan and it has been awarded with a 25 year renewable license by the governance body. It operates in the categories of international and domestic dialing and fixed lines. PTCL network consists of ninety nine percent satellite communications, digital radio systems, long distance media, subsidiaries routes, optical fiber cable, digital switching system exchanges and interchange preparations. The international gateway exchange has been installed at Karachi and Islamabad. The main theme for connectivity is provided by PTCL to various users such as ISP’s, universties, cable operators and business clients. Most of the switches and exchanges are manufactured by Siemens, alcatel, Ericsson and installation is done on PTCL.
2.1.3 NATIONAL TELECOMMUNICATION CORPORATION (NTC):

NTC was introduced by central government in telecommunication industry. As much as 6% of PTCL’s assets and infrastructure has been transferred to NTC. It has been created to provide services to the central and regional administrations, defense services and projects and other governmental organizations. But it has been forbidden to provide facility to anybody instead of government sectors. And NTC users have to avail PTCL services for international dialing. Separate independent gateway exchanges were established by NTC to provide international facilities to its customers in the year 2003 to 2004. Calling cards and pay cards were introduced and provided to the designated customers. NTC has provided the necessary base for e-governance with its state-of-the-art network apart from providing facilities to federal ministries.
2.1.4 PAKISTAN TELECOMMUNICATION MOBILE LIMITED (ufone)

Pakistan telecommunication mobile limited (ufone) is a subsidiary of Pakistan and has been registered under SEC as a public limited company. Excellent financial results have been shown by this company in last year. PTML has been following a tremendous expansion plan including extension of networks to approximately 50 cities and expansion of network in the operating cities. 
Ufone has been looked upon as the true market leader in terms of its customer satisfaction which has been built upon product development and product innovation. In December 2002, it became the first cellular network to offer the services of GPRS to its customers. This brought Pakistan to the list of few countries where users were provided with services in accordance with the developments taking place in the telecom world around the globe. Ufone customers were able to enjoy the benefits of mobile internet with the introduction of products like WLAN, MMS and other GPRS based products. Another milestone was achieved when ufone innovated a unique way to bring live stock market information to the user’s handsets by introducing Live pocket stock and hence, it became the only cellular network to provide a service as unique as this. Ufone also introduced web, instant messaging and chat to its product profile and improved its services and network coverage. When a global SMS service was launched, ufone subscribers were able to connect via text messages through 395 operators in 147 countries across the world. Despite tremendous competition, ufone has been able to establish itself as major player in the telecom industry.

2.1.5 TELEPHONE INDUSTRIES OF PAKISTAN (TIP)

Telephone industries of Pakistan is a jointly owned venture of PTCL and Siemens with 70% and 30% shares respectively. It is private limited company having a human force of 1500 workers. Approximately, 270,000 digital ports were produced and installed by TIP for PTCL. TIP has a diversified product range comprising of digital switching, containers, energy meters, cross connect cabinets, fire alarms, shells and drop wires. In financial terms, TIP showed a turnover of Rs 1.5 billion but due to immense competition and falling prices, TIP is under severe pressure to upgrade its operations and enhance its product range. 
2.1.6 CARRIER TELEPHONE INDUSTIRES (CTI)

Carrier Telephone Industries is basically a producer of transmission equipment for telecommunication. During the year 2008 to 2009, CTI showed a growth of Rs 1,128 million. CTI has also emerged as a producer that keeps pace with the developments taking place in the respective industry. Multi channel digital radio, central fault management systems, access networks, wireless local loop, SRAL digital microwave radios, SCH (System Controller Hub), Computers with peripherals RDBX system will be the product range of CTI.
2.2 CONSUMER BUYER BEHAVIOR:

As far as Consumer buyer behavior is concerned it is based upon the four key sets of buyer characteristics these are psychological, cultural, social and personal. These factors are very much important for the identification of the buyers who are interested and in reshaping the products and serving to fulfill consumer or buyer needs in better way. Culture consist of the behaviors, perceptions, values and preferences that depend upon the person’s reference groups, like friends, family and other persons that immensely affect the person’s process of making decision. As far as Personal characteristics are concerned it include buyer’s life-cycle stage, age, occupation, economic circumstances and other personal characteristics that make a strong impact on a person’s process of making decision. As far as psychological characteristics are concerned beliefs, attitudes, learning, motivation and perception. Each and every factor provides a new perspective to understand the process of making buying decision.

2.3 BUYING DECISION PROCESS:

When a buyer is going to purchase, he/she have to make a decision regarding his/her needs, research, and evaluation of alternatives, decision to purchase and past purchasing experiences. This process is commonly availed by marketers to get the buyer’s behavior and the impact that is operating.

2.4 CONSUMER MARKET:

Consumer market means all the potential and current individuals who consume the goods or services or there of acquire them.

2.5 SEGMENTATION:

Segmentation is done to identify among the billion of buyers, those groups of buyers who have similar set of need and demonstrate same buying behavior. Segmentation, thus helps in efficient targeting of customers as they are targeted according to their needs.
2.6 TARGETING:

When segments are made, then the producer targets them through careful marketing and tries to attract each and every individual of that segment with same marketing strategy.
2.7 MARKET COVERAGE STRATEGY:

Market coverage strategies are formulated and followed by producers to target the segments or their customers as a whole. Market coverage strategies help the producer in deciding its course of action for targeting customer and give an approach that can give maximum customers.
There are three types of market-coverage strategies:

· Undifferentiated Marketing–Segments are not formulated and whole market is targeted by the producer. This gives a general marketing approach and targets large spectrum of customers.
· Differentiated Marketing-Segments are formed and are targeted with specific strategies. This type of strategy targets the segments only but proves more beneficial as it is more specific to the needs of customers. 
· Concentrated Marketing-In this type of strategy, a submarket is target specifically.
2.8 POSITIONING:
After segmentation, the next step is positioning. Positioning means “how the customer perceives your product in his mind” and it is vital in differentiating your product from your competitor’s product. A good positioning strategy always helps the customer to easily differentiate your product from other similar products in the market.
2.9 BRAND & BRAND EQUITY:

A brand could be a sign, a symbol, a design, name or even a vague term or it might be a mix of all the above. A brand helps the customer in identifying the product among other products as there are always certain attributes related to the specific term or sign. Brand equity is the total worth of the brand in terms of the loyal customer it lauds, awareness, quality and loyalty and association as well as its good will and the monetary value of the mere sign and term. A brand is always copyrights protected. 
3. Industrial Analysis:

As the dependency of customers on the cell phones increases, the need for higher quality service and reliable networking also increases. In fact, most of the users are using cellular phones as their only medium of connection. It has become their only link to friends, family, work and emergency services.
3.1 CELLULAR INDUSTRY SCENARIO IN PAKISTAN:

Paktel in 1990 was the first player of telecom industry in Pakistan. It was a joint venture of cable and wireless of U.K and Hassan Associates of Pakistan. Paktel was followed by Instaphone which was also a joint venture of Arfeen international of Pakistan and Sweden’s Millicom. Motorola and Saif communications made a joint venture and introduced Mobilink. It also introduced GSM services until in 2001, when ufone, a wholly owned subsidiary of PTCL launched its services. Later, Mobilink was sold to Orascom Telecom which is an Egyptian telecom company. 

The telecom sector has shown tremendous growth in the past decade. The estimated cellular subscribers as of Dec 2009 were almost 1 billion countrywide. When Paktel rebranded itself as Zong, and introduced competitive packages, the competition became more intense and rates were cut down largely by all the companies to remain in competition. Moreover, huge investments were made by all the companies to strengthen their network coverage. 

Now let us take a look at some recent data which shows the gradual increase in the number of cell phone subscribers. In 2006, the total number of subscribers was 48.2 million, which increased to 63 million in 2007, June and by the end of year 2007, it was 76.6 million. The monthly average rate of increase in cellular subscribers was 2.5 million with 49% Teledensity. One incredible achievement was the rebranding of Paktel to Zong in 2008 which was very successful.  
3.2 MARKET OVERVIEW:

The Pakistan market has nearly 97 million subscribers as of Nov 2009 (PTA data). The growth slowed down in 2009 but has picked up again gradually. See more about the recent competition among the mobile network providers. 




For those interested in the change in the year, the chart below show the market share of mobile phone companies 




of Pakistan, as of 2009. Compared with June, the market share changes little. Mobilink lost 1% share (35%), picked up by Zong which is cash rich and has a ready-to-invest attitude. 

The ARPU in Pakistan remains low and is not projected to go up. The year 2009 was marked by changes in SIM sales and registration process, enforced by PTA, the government regulator. 

Now let’s review some recent history. At 2006 year end the total subscriber were 48.2 million. In June 2007 the total mobile user reached over 63 million. Based on numbers published at PTA website for 2007, the total number of subscribers (technically it is the number of SIM issued) was 76.6 million, a Teledensity of nearly 49%. In 2007 the average growth rate was about 2.5 million new subscribers each month. After second half of 2007 it seemed as if the growth had slowed down but over all it was fine. One remarkable achievement was by Zong (formerly Paktel) which launched very successful campaigns towards 2007 end completed rebrand launch in April of 2008. 

3.3 CELLULAR OPERATORS:

3.3.1 ZONG: 

Paktel was acquired by China mobile company and hence, was rebranded as Zong and successfully launched itself and captured the market through its aggressive marketing strategies and hence, in few months it had achieved 6% market share. Currently it offers the lowest rates but it is behind other networks due to its low network coverage. 
3.3.2 MOBILINK: 

In 1994, Mobilink was introduced in Pakistan and it was a joint venture between Motorola and Saif Telecom. Being the 1st organization which offered GSM network to the customers, it immediately captured the market is considered the market leader. It was later sold to the Orascom telecommunication, an Egyptian company with approximately 89% share. Mobilink first checked the expected growth of the cellular industry and than planned to invest US$ 100 million for the short run. Further it invested US$ 400 million coming five years. It is currently covering 10,000+ cities and towns nationwide and offers a complete digital network coverage as well as international roaming facility to major countries. 
3.3.3 UFONE: 

On 29 January, 2001, Ufone was launched as wholly owned independent subsidiary of PTCL. Ufone operates in GSM 900 networks and covers most of the cities and towns. Nortel is the major technology provider along with nokia and siemens, ericsson and alcatel. Ufone has successfully gained customers since its launch and has been efficiently gaining the major market share. Currently, it is controlled by a group of UAE called Etisalat. It also provides international roaming facilities in 130 countries. 
3.3.4 TELENOR:

Telenor started its operation in Pakistan on 23 march, 2005 and since then, there is no looking back. Telenor immediately challenged the market leadership of Mobilink and gained most of its customers. With its customer friendly packages, healthy but competitive strategies and excellent network coverage, telenor very easily made its way to second place with ufone taking the third. Telenor had the advantage of user friendly packages like ufone and Excellent coverage like Mobilink which made it the first choice of users. Currently, telenor has the 23% market share with immense competition being posed by ufone in big cities but dominance in the rural areas.
3.3.5 WARID TELECOM:

Warid is a subsidiary of Wateen telecom and has 19.4% of market share which is fourth largest. Warid gives its users excellent coverage and friendly packages but lacks at networking and doesn’t have huge network coverage and hence, it has not tapped the potential rural areas of Pakistan which its major competitors successfully have. Currently, Warid has gone to the background in terms of its marketing while zong which comes after it, has been rigorously marketing itself both in urban and rural Pakistan.
3.4 CELLULAR DENSITY

Cellular subscribers in the country rose to 86.7 million May 2009 against 85.0 million in April 2009.

As a result cellular Tele-density has risen to 53.9 per cent. Alone in Feb 2009 the subscriber base grew by approx 1.7 million depicting a Month on Month basis increase of 2.0 %, latest figures released by PTA said.

The key highlights of the latest number has been the change in market share based standing of major players, whereby Telenor has overtaken Ufone as the second largest cellular operator in the country.

The new standings show that Mobilink occupies the top slot with a market share of 31.5%, followed by Telenor (23%), Warid (19.4%), Ufone (19%) and Zong (7.1%). 

3.5 CELLULAR SUBSCRIBERS IN PAKISTAN:

Although the financial sector has been growing tremendously and the companies are generating huge revenues, but still the major players are facing operational losses. There are two major reasons of losses. First one being is the inflation in the country. Inflation has badly hit the country and so the telecom companies have been badly affected by it. First of all, the cost of expansion, operational machinery has increased. Moreover, the major investment projects have also gone out of budget. The second factor is depreciation of rupee. The major player of telecom sectors have their parent companies in abroad and hence, they get financial assistance from their parent companies. But due to the depreciation of rupee, the aid results in low monetary value and hence, further losses are posed. Any company that sustains these two pressures is then have to face the having taxes and price war. But still the companies have been giving revenues. 

This year, telecom sector showed revenue growth of 35% compared to last year’s 48%. Telenor outperformed others by showing a 97% growth in revenue in 2008-09 at Rs 45 billion. Mobilink showed a revenue growth of 27% with Rs 80 billion. It has been noted that more than 70% of the revenues of telecom sector have been shared by Mobilink and telenor while the remaining 30% is shared by ufone and Warid. 

Total Revenues By Cellular Companies (Rs. Millions)
	Company
	2004-05
	2005-06
	2006-07
	2007-08

	Mobilink
	34,456
	54,065
	64,654
	79,936

	Ufone
	8,599
	16,098
	21,867
	27,455.2

	CM Pak
	2,400
	3,329
	2,897
	25,85.3

	Instaphone
	2,693
	1,539
	472
	259.7

	Telenor
	565
	6,338
	22,837
	45,081.2

	Warid Telecom
	168
	8,527
	20,405
	26,804.7

	Total
	48,881
	89,896
	133,132
	182,080.9


3.6 AVERAGE REVENUE PER USER:

Despite huge addition in customers, the average revenue per user has declined from 3.2 $to 3.1$. 

Cellular Mobile ARPU (US$)
	Year
	Mobilink
	Ufone
	Zong
	Telenor
	Warid
	Total

	2007-08
	3.8
	2.8
	3.3
	4.0
	2.5
	3.2

	2008-09
	3.5
	2.1
	1.6
	3.9
	2.7
	3.1


3.7 INVESTMENT:

Approximately $2.3 billion was invested by telecom companies in year 2008 to 2009 which is almost 12% less than the investment of previous year. Mobilink invested approx $919 million while telenor was second major investor with $565 million. Warid also made an investment of $480 m.
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Source: PTA Annual Report-status is as of July 2009

3.8 PEST ANALYSIS:

3.8.1 POLITICAL FACTOR:


The government plays an important role in the operation and manufacturing products and services of regulations. Following are some of the factors.

Due to unpredictable political and governmental changes rules regulation are changed quite frequently. Currently government has increased taxes in the telecommunication sectors that will also a harder in the smooth operation of telecom operations. 

Before WTO implementation for different sectors of the economy Pakistan government taken the step to regulate the telecom sector by authority of PTA. Also the political governmental rules can not be completely applicable in this sector due to the regulation authority PTA. 

Now days Pakistani Government is instable due to political clashes among political parties. Inside country war and drown attacks in North Frontier areas. This political instability has led to uncertain environment in the country, which is the threat for any business including all the companies of the Pakistan Telecom Sector. 

Environment of telecom is investor friendly and have great potential to gain profit. The mobile phone Tele-density had reached to 58.70 by the end of Feb 2010. In Pakistan the total number of subscribers which had touched an all time high figure of 98.231.229 in Feb 2010.

Due to huge budget deficit and low growth of economy government has increased the tax in telecom sector. 

3.8.2 ECONOMIC FACTORS: 

Economic conditions of a country are largely influenced by the political scenario of the country as well as the overall governmental policies. Over all economic conditions are not very sound. The country risk goes to 3 which is alarming situation for Pakistan. Foreign direct investment was attracted by telecom sector to expand the infrastructure and maintenance of their networks. However the volume of FDI also continued to decline with the maturity of market over the time. Foreign direct investment consists of the amount remitted from abroad and the reinvestments of profits earned by the companies which were supposed to be repatriated by the foreign firms. During the quarter ending December 2009, telecom sector attracted US $ 142.7 millions FDI which was 26.4% of the net FDI in Pakistan in this period while in previous quarter US$ 39 million of FDI was reported in the telecom sector which was about 8% of the net FDI in Pakistan. Last year, telecom sector has attracted about 37% of total FDI in Pakistan which is commendable.

Due to inflation the cost of doing business has also gone higher. Inflation is the prominent drawback of economy at 7.9% in 2006 to 23.3% in first quartile of 2009. This increasing ratio will hurt the buying power of the consumers that will overall reduce the demand for the products.

Pakistan has almost 2.8 million taxpayers as estimated by federal board of revenue and since, the upper class is growing gradually in Pakistan and the per capita income is also increasing, it is beneficial for the sector but the rate of unemployment as well as inflation is reducing the purchasing power of people and hence, is negatively influencing the sector. 
3.8.3 SOCIAL FACTOR:

The socio cultural environment summarizes demand and tastes, which vary with fashion and disposable income, provide opportunities and threats to telecom companies.

Pakistan is an Islamic country and people of Pakistan are very religious. Anything anti-islamic or having material that threatens their culture is boycotted severely. Pakistan society is largely multilingual and multicultural.

The Pakistani people are more social and want to remain in contact with other people. They celebrate lot of festivals like Jashn-E-Baharan, Eid Celebrations and other cultural festivals. On these festivals they make calls to relatives and one of the key issues is sending SMS regarding the event. This will influence the demand for the product.

The life style of Pakistani people is changing rapidly. People are more conscious about status pat most all people purchase multimedia mobile phones. And also there is trend for Black berry sets by youth which will help in enhancing their product and services.

The total population of Pakistan is approximately 170,132,500. The population is increasing rapidly which increase the number of cellular usage and help in projecting high profits.

In big cities, women are an integral part of the work force and are working in every field of life but it has been seen that women of rural areas or small cities find it difficult to convince their families and spouses for jobs. Moreover, western culture is prevailing in Pakistan and hence, most of the advertisements are in English language.
3.8.4 TECHNOLOGY FACTOR:

Advancements in technology can have a major impact on business successes. Technological change impacts socio cultural attitudes as well as on economy. The telecom companies are making huge investments regarding expansions, network coverage and enhancements of quality in the current areas.

The current focus in cellular industry is coverage and establishing franchise which is positively affecting telecom industry. Introduction of CDMA technology in the Mobile SIM is also an opportunity for the mobile companies.

There are huge technological advancements being made in the telecom industry and technologies like WLAN, Edge,3G and other like them have been attracting customers and hence, PTA will soon be conducting auction for 3G technology. This would be beneficial to the telecom companies.

3.9 ANSOFF’S MATRIX 
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3.9.1 MARKET PENETRATION

Market penetration is a safe strategy where a company introduces same product to the existing market but in a new style hence, new customers are targeted and the full potential of the existing market is tapped and utilized. This type of strategy is very beneficial and results in increase in market share but when the market reaches point of saturation then there is a need for a new strategy.
This was the strategy followed by Ufone. It entered the market with low price. After that most of cellular companies followed the market penetration strategy in order sustain the competition and remain in the race. Most of the users are price sensitive. Market leader earned their premium at the early stage of PLC now it is time to cut prices and compete themselves on the basis of price. After the deregulation, there are new entrants into the market which compete on the basis of cost. 

3.9.2 PRODUCT DEVELOPMENT 

Product development is the one way in which new product is introduced to the existing markets. In the industry most of the products are same but there are some technological innovations that lead to the new product. This strategy is favorable for a company having customers loyal to the company and not its product. In this case, when the company will introduce new product, the loyalty and confidence showed by its customers would result in a positive response for the product. In cellular industry new products like wireless access phone set introduced by DV COM. Product development strategies can lead the industry players to charge high premium prices for their technological newness & new offerings, which other are lacking. Zong would lie in product development as it is providing new product/services in the same market. 

3.9.3 MARKET DEVELOPMENT 

A market development strategy aims at tapping new markets with existing products. When the existing markets reaches the point of saturation then there s a need for either new products or new markets. This type of strategy is beneficial for the company which has strong confidence in its product and believes that same product can satisfy new customers at newer places. This type of strategy is mostly adapted by companies when they are expanding geographically and hence, it must be kept in mind that the cost of market development should be less than the benefits offered by it. Mobilink would lie here as they have reduced their prices and have entered into new markets. Mobilink has made its packages affordable for the new markets to access. 

3.9.4 DIVERSIFICATION

Diversification is the strategy marked by new product in the new market. For cellular industry this can be the satellite phones. Also the new services introduced by Ufone, like GPRS and MMS cater to the whole new segment of the market. So this can be diversification for Ufone. When a company introduces newer products in new markets, the benefits attached to diversification are huge but so are the costs of diversification. Hence, diversification must be done with careful market analysis and research.
4. ORGANIZATIONAL OVERVIEW:

    COMPANY ANALYSIS:

4.1 HISTORY OF MOBILINK:

Pakistan Mobile Communication Limited, which is also called Mobilink GSM, it is a telecom services source in our country. If we see the statistics of Pakistan Telecommunication Authority, there are thirty seven point seven five mill consumers of Mobilink. Its head office is situated in Islamabad. In 1994 Mobilink has started its operations and was the earliest GSM provider in our country. After a period Orascom, an Egyptian Multinational company became the partner. 

“Indigo” the Brand name of Mobilink Postpaid package and the prepaid package is known as “Jazz”. Orascom is not only expanding but also setting up new businesses by acquisition to diversify its service portfolio. Recently, DSL broadband started through Link.Net a totally owned subsidiary company. They are also planning to launch a new wireless broadband service through a technology called WiMax. In addition, TWA (Trans World Associates) is also owns by Orascom group. 
4.2 CONSUMER BEHAVIOUR AT MOBILINK 

4.2.1 GOALS AND OBJECTIVES:

· To hire high quality professionals workforce

· To keep on the customer loyalty on long term basis 

· To maintain its excellent services 

· To maximize its share in the market 
· To make diversification in its product and provide it to its customers
· Convenient value added services to the end user

· Reputation should be healthy in the market

· ROI (Return On Investment)should be maximize
· To make innovation gradually 
Latest expertise and innovation is the main objective of the Mobilink. Mobilink is developing wireless technology and developing wireless services that is suitable and fulfill the needs of the UAE market.

4.2.2 MOBILINK’S CORPORATE PHILOSOPHY:  

Mobilink have a solution for the interactive services, development, distribution and billing for cell phones.

Mobilink is Operating since 1994 in the mobile market and offer key skills which are as follows:

· The experience of market and give the understanding that how to unit behavior and consumer demand with attractive services 

· A confirmed technology key to deliver reachable, functional services to the huge audience

· Commercial approaching to produce highest accessible profits returns on mobile services our calculated loom to this mobile prospect has made consumer to face organizations to build up, commence and raise mobile services that carry on obvious profitable goals.
4.2.3 CONSUMER RECEPTIVENESS ABOUT MOBILINK: 

Consumer reaction is measured the most vital factor in businesses, seeing that in fact assembled ahead the product devotion and long-standing association among the two stake-holders.

Mobilink has forever wants to makes its customers closer to them. Just because of that reason, the company exactly knows customer’s wants, and just because of this they are providing the preferred service to its customers. Mobilink has quality that it has a lot of awareness about ingredient of client’s sensitivity this is the only reason of sustaining the stable association in the midst of its users. The main sources of association are:

· Internet

· E-mails

· FAQ’s

These all are helpful for them to fulfill customer needs. 
4.3 COMMUNICATION STRATEGY

     Here are some important factors that are practiced by mobilink: 
4.3.1 TARGET AUDIENCE: 

At start Mobilink put stress on targeting the meticulously higher class. But by making a new strategy, they are targeting largely students and further it is scheduling to object those people who are doing job. And most important ambition of this company is to infiltrate its mobile coverage to every Pakistani.

4.3.2 IMAGE ANALYSIS: 

The image analysis is done on yearly basis in Mobilink. In accordance with the transform both potential customers and existing customer’s behavior there keep changing in strategy by the marketing team at Mobilink. They describe their illustration consequently and continue shifting their vision towards their product. 
4.3.3 DESIGINING THE MESSAGE: 

As significant the message, Mobilink always know that what its user wants to seem at it. They are designing the message after get feedback and information from its customers. 
While seeing an advertisement of “Indigo”, we feel a touching plead Mobilink demonstrated it as one family. The other advertisement in which publicized a lucid loom by viewing “JAZZZ KA KARD ZEEROO MYN”, here showing exact picture by showing an energetic player. 
4.3.4 SELECTION OF COMMUNICATION STRAITS: 

Internal 

It is very chief for accomplishment of goals and objectives that every worker should have a fair course towards its objectives. 
1. Working environment  

· Their is communication from up to downwards 

· Well coming the suggestion  of each and every employee 

· Lower level employee can easily talk to its superior 
· Everyone is expectant to contribute in decision making 

· They have power to give opinion in any pack up that company proposes.

· There is an oral communication.

· Emails and phone calls are the way of communication. 
PERSONAL Communication 
The word of mouth is the most vital among all and playing central position. Mobilink as well acknowledge that reality. It plays a most significant role in drawing sales. So that is why they use important personalities for promotional operation. 
External communication 

If we want to run our business smoothly than we should use external communication and by this we can able to keeping the same satisfaction level for the customer.
 This Non-personal communication comprises of events, atmosphere, mass media and print media such as newspaper &magazines. 

4.3.5 ESTABLISHING THE TOTAL PROMOTION BUDGET:

The electronic media is the main communication channel that is TV. 25-30 rupees per user is the allocation of the advertising budget.


PUSH THROUGH SALES

FMCG companies mostly adopt this sort of strategy. Because of this, Mobilink frequently opens fresh connections and still if the market has no demand for the connections, that type of demand is created by force amongst the people thus they are generating sales by push through sales means. Just because of this they have fixed promotional budget.
To settle on publicity finances there is a method which is practiced by Mobilink:
COMPETITIVE-PARITY METHOD

Mobilink allocates a number of parts of their financial plan for counterpart rival’s cost. So as to be mobilink allocates according to the financial plan and policies of the competitor. Consequently Mobilink stays sharp ogle on its competitor’s tactics and what are the alternatives in budget and policies. 
4.3.6 MEASURING PROMOTION’S RESULTS: 

When the plan for promotion has allocated in mobilink then they are going to calculate the consequences about what is the reason behind its success and measuring the amount of force of attraction. Mobilink perform with the help of results which includes the frequency of using the services by user and measuring the familiarities among the services that is given. Company too obtains outcomes all the way through criticism by unusual causes, mutually internal and external. Internal loop is the data base system used by Mobilink. All the record to measuring the frequency about the usage of the connection as well as the location of the customer is recorded in it. This is also called as feedback system. This data is than forward to marketing team by the engineer’s team. Than The marketing division calculates the findings and judges its effectiveness. It tells us a lot about the quantity of % sales have amplified all the way through this % of responsiveness in the market about its services. The Loyalty the main factor of Mobilink is also determined with the help of this system. 

4.4 THE IDEA BEHIND “INDIGO”: 

“Indigo” is positioned as the new color for Mobilink. Introducing it as the “new complexion of communication” and calling it as the color of “reshaping communications”. The concept, Mobilink gives for changing its color from red to indigo is that life keeps changes its colors. Life laughs, life whispers, life talks and so do communication change its color.

In March last year, Mobilink went for a corporate re-launch by changing its corporate color and logo. Most companies feel the need for a re-launch when their brand goes from a star stage to cash cow. Furthermore, the companies that re-launch their products, usually stick to the same color scheme and change their logos. The philosophy here is that company has spent years to popularizing its brand name; thus the brand has high recall, high brand loyalty and high brand equity. Mobilink however was never at a cash cow stage; rather it was at the star stage. Prior to the re-launch, it had a market share of 60%. The main reason for the re-launch was that, Mobilink’s image had been tarnished due to constant hammering by U Fone and Mobilink’s own steadily deteriorating service quality due to the rapid and unexpected growth of the last couple of years. The huge influx of customer leads to network congestion, which badly affected the corporate image. It therefore became necessary for the company to improve its image and dispel the negative perception of it customers. Mobilink has not only changed itself externally, but has also re-engineered the organization internally as well. For Mobilink, to effectively communicate these changes required not only a change of logo but also a change in corporate colors. The new colors have a meaning behind them. Indigo and platinum signify very high end, top of the class quality/service and what have done is marry the two colors into a globe, indicating the company’s aspiration to provide global coverage of the highest class.

4.5 MARKETING MIX OF MOBILINK:

In order to make appropriate strategies for gaining o customers’ preferences and their loyalty, we need to understand as to how Mobilink’s Marketing Mix or 4 Ps have enabled the company to achieve superior customer satisfaction, and also in building a long-term relationship with its customers. They have been successful in truly understanding the Consumers’ Decision Making Process, and this quality has also enabled them to come up to the expectations.

The following discussion is aimed at understanding the various aspects of the 4 Ps of marketing with special emphasis on Customer focus at Mobilink and customer reaction to Mobilink’s marketing mix.

4.5.1 PRODUCT: 

Mobilink offers prepaid and postpaid services. It has presented a tariff which has absolutely premeditated in accommodating communicating requirements of diversified cluster of users, and some infrequent users are also integrated. For the fulfillment of these objectives it has offered “Indigo” which is a postpaid connection and “Jazz” which is a prepaid connection to its users. 
As far as daily expenditure is concerned there is a service that is known as “Jazz” which is controlled and free from billing systems as compared to “indigo” it is so much controlled. The user can manage his calling budget before getting the connection. Jazz has now offering easyload option to its users. 

Now have further products which are as follows: 
· Television

· Stock Watch

· PCO 

· Cricket Sim

· Indigo

· WiMax 

· Jazz

· Black berry

· Game on

· Fax Mail 

· Sms Advertiser 

· Corporate Sms 

· PIA Reservation 

· PSO cards

· Conference Bridge 

Mobilink has introduced many VAS for the convenience of its users. These services are more superior among all others.
· GPRS

· Multimedia message service

· Free Minutes 

· Late night options 

· Information services 

· Electronic-Mailing services 

· Sms Messaging

· Power tools

· Chatroom services

· Dedicational services

· Caller Line Identification (CLI): 

· Free Voice Mail

· International Roaming

· Free Answer Call (Voice Mail

· Call Waiting:  

· Free Landline Numbers: 

4.5.2 PRICE: 

The main definition of price is that when somebody is going to purchase some product than he is actually paying the cost of that good so that cost is the price. Similarly Mobilink is offering a diversification in calling charges for getting the one thing that is cellular market.  Mobilink is the only organization which is proposing special concessions, paying loans on postpaid and Jazz which has high affordability and reliability among all others. 
Pricing strategy Mobilink

Previously Mobilink was offering Jazz connection for about Rs. 300 five years before. The main theme of this product was “AUR SUNAO“, as time passed nowadays the JAZZ connection is on RS.100 per sim. 
In the beginning Captive-Product Pricing plan was introduced as we saw that the sim card cost was high and it was considered as a important item which should and only be operate all the side of mobile. 
In the start we saw that it uses concession and stipend plan and made calling charges message rates cheaper. In the beginning its main focus directly upon publicity planning although the rivalry among the companies becoming more rapid.

Some days before JAZZ bring in an offer .99 for every minute calling charge in its “HAPPY HOUR packages” that response its operation by publicity at the same time psychosomatic costing of its facilities. The fulfillment of publicity strategy also occurs just because of this amazing and dual benefit package. Just because of this package the promotion of the company has also completing automatically. Moreover it made a plan to charge on calling rates by category. In other word they make segmentation for calling rates. This helped them a lot for the long run because this segmentation made easy to each and every category of person to manage its calling budget. To the sum up we can say that that was the best offering for the customer. 
Mobilink Tariffs

Mobilink like SMP operators has reduced its tariff for different packages. 

Jazz one: customer will be able to get more convenient calling charges. The company made its OFF-NET tariff cheaper than before in all its packages in 2008. 
Jazz Octane: there were some changes in the calling rates that are commencing 2.50 to 2.40 p.m off-net 2.99 to 2.50

Ladies first: 2.99 to 2.50 respectively.

Mobilink introduced “Apna Jazz on karien” especially to the people that were not using the JAZZ sim just because of its high rates. 
The company sent unrestricted thirty rupees to the sim connections of the people that were not using the sim. 

Mobilink offer different sms packages

Unlimited sms rs100 for 1 month

500 sms in Rs 5o for 15 days

100 sms in 15 Rs for seven
The company commenced Club Red Carpet encouragement for customer that was hunted red carpet treatment.

The company has given a fifty percent discounted to the person that has used Rupees 1000 in one month. 
These are all the tariff plans of Mobilink which are make specially for the sake of getting full customer satisfaction and profitability of the company. 
4.5.3 PROMOTION: 

When an organization introduced its product and educates them about its advantages to the general public for the purpose to sell it to them this process is known as promotion. As we know mobilink spend million each year on advertising through TV channels, newspaper, billboard, brushers and so on to tell the customer about the company and its product. Mobilink hire top models and popular like film star Shan, music band strings. Cricketer likes Waseem Akram to show their brand ambassador. 

Corporate level strategy

They have entered into partnership with different organization.

There are some strategies that were practiced by the Mobilink that are as follow:

· They have introduced there roaming packages to fourteen places where there will be no roaming charges deducted internationally.
· Now mobilink entertaining its customers by its International Roaming Services up to one hundred and fifty plus countries by signing a mutual roaming agreement signed among almost one hundred countries. 
Promotional Campaign

· Jazz bundle offers: includes a handset, connection and airtime Rs 200.

· International Summer promotion: discounted international tour package to Srilanka, Malaysia and Maldives.

· Jazz Aur Sunao “ Life ma Jazz lao”

· Customers of Indigo can make calls nationally in the price which is charged on locally base calls cost. 
Joint promotional Agreement with various ORGANIZATIONS 

· Jazz Hyundai bundle offer.   Jazz connection and latest Hyundai L-120 phone set for only 2750.

· Mobilink Nokia 9500 offers.

· Mobilink and UBL launch online bill payment for indigo.

· Mobilink – MOTOROLA  v3 launch

· Mobilink Citibank joint promotion.

Business level strategy

Advertisement:

· Advertisement team is extremely competitive and showing creativity in their work. 
· Bill board, Television commercial, hiring well known television persons to introduce company’s product by their performance. 
Exceptional services: 

· Provide services in 413 cities.

· Best customer services in the cellular market, biggest call center in our country. 

· Network also covering country’s famous avenue known as M-2.

New technology

· Introduced G.S.M-tech-bye to Amps

· GPRS

· Now days we can track our cars with the help of short message services and now we can also manage armor practices this all is introduced with the help of a company named C-TRACK TRACKER LTD. PTA has authorized this company. 
Low Cost Strategy: 

Mobilink doesn’t follow a low cost strategy. Mobilink is a giant in Pakistan mobile industry. Since it first started its operation it has been focusing its product upper strata of society. That is why rates are high than its competitor.

Functional level Strategy:

· Differentiation advantages.

· The marketing department does immediate identification and responds to the customer needs. 
4.5.4 PLACE: 

A location or a market where customer gets the product which is introduced by a company is known as place. It includes channels, coverage, location, and inventory. Mobilink Sims and connections are accessible in almost every city of Pakistan which covers almost 10000+ populated areas both urban and rural all over the Pakistan. Sim are available on more than 700 franchises all over the Pakistan. 
4.6 Market segmentation:

When we categorize the diverse cluster of purchasers with diverse desires then this process is known as segmentation of market. 
There are a lot of customer products and desires exist in   marketplace. The most convenient and suitable segment is always determined by the market.

There is the list of some segments that is made by mobilink,

· Corporate class

· Women 
· Small and medium enterprise sector

· Sportsmen
· Air travelers 
4.6.1 Target Marketing:

When we evaluate charisma in the market division and then choose and introduced some other segments regarding our previous estimation this process is called as target marketing. Company has evaluated some famous segments which help them a lot for the long run. 
Following are the segments by the Mobilink: 
Mobilink Black Berry:

To accommodate the Small and Medium enterprise segment they offer black berry which permit thirty persons to use surrounded by the organization. This is also known as professional solution for the professionals.  Black berry is the most professional software which fulfills almost all desires and requirements of this segment. 

The most important requirements of an enterprise are mention below: 
Spotlight at Affordability:

· Smallest from foot point

· Ease regarding installments & managements 

· Supporting resources should have nominal requirements 

· Central processing is the main Requirement 

· Black berry is supposed to be a main strength for SME 

· Sanctuary
· Organize
· Presentation
· Blackberry conveys dependability appearance and consistency presentation which is the main requirement of every SME because it gives full satisfaction regarding installation and management. 
Mobilink sports portal:
You will have a front row seats to all sporting events with mobilink sports portal, Ass close as it get to the game. Catching all the action lives on your mobile with latest scores. Match schedules, Games, Chat Corners, 

Following are the sports portal

· Cricket

· Hockey

· Soccer

· Tennis

· Car racing

· Golf 
Jazz mobile Hungama: 
Jazz now bring to you an amazing offering to a brand new mobile with a JAZZ sim and a lot of credit for free calls in a very reasonable cost Rupees fifteen hundred and seventy five only. This facility is available to everyone and can acquire this at any closest mobilink authorized office. 
Mobilink NBP karobar: 
In this segment mobilink has introduce karobar scheme with national bank of Pakistan large financial set-up mobilink PCO with NBP karobar under the president rozgar scheme is a highly attractive business avenue for the unemployment population of Pakistan.

Mobilink PCO: 
Now Mobilink is offering a diversified product to the market in the form of PCO. This helps those people how are unemployed and want to earn some money. The other advantage of this product is that the person who has no mobile can make mobile calls at very low call rates as compared to PTCL call rates for mobile calls. It helps the customer to keep record of his call length or call time and as well as the rate of that call on the front screen of the phone set. It has many functions that could help the customer for making calls. 
Mobilink flight Roaming: 
Mobilink now gives it customer the facility to reach the world form the sky. Mobilink has achieved yet another land mark by being the first operator in Pakistan to offer in flight communication service for its customer partnering with Air France and Emirates through over partner  network on air and Aero mobile, Mobilink offer GSM network on board air craft, providing not only voice calls and text messages but also data over GPRS.

5. IDENTIFICATION OF ISSUES:

5.1 SWOT ANALYSIS OF THE CELLULAR COMPANIES:

5.1.1 SWOT FOR MOBILINK:

STRENGTHS OF MOBILINK: 
COMPETITIVE ADVANTAGES 
· The main potency of Mobilink to run the organization in the market for long term basis is just because of its basic and consistent corporate planning. Which was specially made to face and protract the market confront in Pakistan. 
· They have financed to the great extent in communication networking, new expertise and know how, man power and user facilities that gives a huge momentum for coming days strategic forecast. 
· It was the first one who introduced the mobile services and exposure to the M-2 in our country. 
· It is the first one who introduced the G-S-M services in our country. 
· Just because of its largest market share and investment it is known as “Emperor of mobile service supplier”.

· It is not only the big bull in market share but also because of its huge investment and profits. 
· A huge amount of business class customers are using black berry mobiles with Indigo bonding. 
· Jointly endeavor by MCB and Mobilink make it possible for its respected customers to have a check on their banking accounts and some other banking concerns with the help of cell phones they owned. 
POSSESSIONS, CAPITAL AND WORKFORCE
· As the mobilink is a worldwide organization it acquire bulk of assets. They have invested Billions of funds for many developments. And the decors of their workplaces are extravagantly outfitted. 
· The main planning to hire the work force is according to this statement “pick the superlatives” that is why the work force is highly competitive and picked from well-known institutions. And most of them have overseas qualifications that they have studied abroad. 
INNOVATIVE ASPECTS

· Mobilink brought innovation in Pakistan by offering “First GSM Network Connections”. Previously Instaphone was operating with old technology.
· Mobilink is the pioneer in mobile commerce services as well. Previously no other company had made such an effort.

· The concept of post-paid and prepaid was also introduced by Mobilink.

LOCATION AND GEOGRAPHICAL COVERAGE
· Mobilink is the first cellular service which covered the northern and other remote areas of Pakistan such as Muzzafarabad, Chitral, kaghan, Naaran and Kaalaash.

· It is the achievement of Pakistan’s First GSM service Mobilink to widespread its network across whole Pakistan. Now the theme line of Mobilink is “Poora signal Poora Pakistan”.
· Wherever you go wherever you are, you’ll never have the message of “no service” with Mobilink connection.

GOVERNMENT TRANSACTIONS 
· There is a large sum of taxes that are paid by mobilink.

· Mobilink is a corporation which has good relationships with government and fulfilling all its requirements regarding system and set of laws. 
WEAKNESS OF MOBILINK:

FEWER INVESTMENTS
· Mobilink’s share has come to ground just because of 2 very important concerns which are increasing calling cost and coverage excellence. 
· Mobilink’s investment is less as compared to other organizations like all its competitors. The marketing financing is very low which highly affect the market share of the company. The company should pay full attention to the market financing. 
QUALITY OF NETWORK

Mobilink must have planned very good network quality but the results are opposite as described below.
· Mobilink’s network mostly remains busy in thickly populated cities such as Karachi, Lahore and Multan so people face a lot of difficulty while trying to connect to their friends and families. However Warid’s network provides crystal clear voice quality. So many of Mobilink customers have shifted to Warid.
· Poor services plenty have given to mobilink not for once. This is just because of the reason that mobilink totally focusing on spreading out and not giving attention on good services and publicity. 
OPPORTUNITIES: 
DEVELOPMENTS

· Mobilink can develop a strong market by focusing on segments such as teenagers, adults, office workers, girls and ladies as well as old people by offering innovative packages. 

· With the help of marketing financing and making adequate marketing polices to capture customers attentions helps to maintain its condition of market share. 
· Mobilink should emphases on lesser its calling and all other product charges to acquire big market share and give a challenge to its competitors. 

THREATS OF MOBILINK: 

A NEW MARKET PLAYER “ZONG” 

· Zong has less calling rates and smart packages that is why it is getting esteem and favorite with young generation. By seeing its mushroom enlargement customers we can expect that in the near future Zong become a big joint among competitors. And many mobilink customers are switching to Zong just because of mobilink’s high calling charges. 
IMPROVED PACKAGES 

· Telenor is offering a post paid connection known as “PERSONA” which is a good option for the business class regarding its affording calling rates. 
WAR AMONG PRICES 

· With the passage of time a day will arrive when people only know the company names instead of checking its product prices. 
UNREASONABLY RESTRICTED TRADE PRACTICE 

· Mobilink did not allow its customers to switch to other networks which were a violation under the act 1970. This practice makes the mobilink bad reputation among its competitors. 

5.1.2 SWOT FOR UFONE: 

STRENGTHS OF UFONE: 

NETWORK COVERAGE 

· Ufone is big cellular service provider in Pakistan which covers all its cities and main grand roads. 

INTERNATIONAL ROAMING 

· This facility is prevailing in 130 kingdoms of the world and its live operators are 320. They are offering very low charges to their customers. 
GPRS ROAMING 

· This gift is prevailing in almost eighty five countries of the world with the help of one hundred and fifteen live operators. 
CELLULAR SERVICES IN AJK AND NORTHERN REGION 

· Now Ufone has authorization to give its mobile services to AZAD JAMMU KASHMIR and upper mountainous region of PAKISTAN. 

SUPERIOR COVERAGE 

· It gives us a better network connection which enhances the clarity in voice calls. 
V A SERVICES 

· In our country it is host and pioneer of giving VALUE ADDED services with quality network exposure. 
CHEAPEST RATES 

· The calling rates and other product rates which are offered by UFONE are very rational. 
REPRESENTATIVE OF PTCL 
· It acts as a representative of PTCL as it is its subsidiary. 

PIONEERS OF MMS AND GPRS 

· The pioneer of all these services like gprs, mms and roam services for prepaid connections is only UFONE. 

THIRD LARGEST MARKET SHARE 

· By getting six point five million users and round about twenty five percent of market share it stand on third number. 
Now day it is becoming the highly preferable connection among the youngsters. 
WEEKNESSES OF UFONE: 

BEHIND ON EXCESSIVE DEMAND 

· This is Ufone’s biggest weakness; company is unable to meet the demands 

POOR ORGANIZATIONAL STRUCTURE 

· Centralized structure failed to provide proper guidance over instruction and polices. 

STAGNANT PROFITABILITY 

· As compared to financial assets, Ufone is not close to expected profitability. 

OVERLY DEPENDENT ON PTCL 
· Since ufone is a supplementary to PTCL and it totally depend upon PTCL. 

LACK OF FRANCHISE 

· There are lack of franchises regarding rising in total number of users and their desired demands. 

INTERNATIONAL PROBLEMS 

· When the Ufone get acquired by Etisalat there exist a great problem regarding the hiring, firing and salaries of the workers. It is the problem for Etisalat. 
OPPRTUNITIES: 
CONTINUING TO EXPAND GLOBALLY 

· Ufone has the ability to expand globally. But due to current economic conditions all its operations on halt. 

DEVELOP NEW VALUE ADDED SERVICES 

· This idea or desire is unfulfilled or it will always be a desire not the reality because the human desires have no end. So make more and new value added services for taking the competitive advantage. 

PUBLICITY AND MARETING 

· By making publicity financing and strong marketing strategies ufone can get more shares in the market. 
INTRODUCE KIOSK TECHNOLGY 
· This is the technology which gives twenty four hrs services to the users. It is resembles like an automatic transaction machine that user can get the balance of his connection with the help of automatic transaction machine. 
DEVELOP FRANCHISE IN REMOTE AREAS 

· As the bulk increase in its users in both urban and rural regions it needs to open new franchises in both urban and rural regions it will affect its user percentage in a positive direction. 
THREATS OF UFONE: 

GOVERNMENT INTERFERENCE 

· Government interference in terms of taxes will always be treated as a threat. 

PTCL CELLULAR LICENSE 

· Ufone is nothing just a cellular license to PTCL, PTCL should provide more financial support to enhance profitability of its subsidiary company. 

PENSION PAYOUTS 

· Pension payout is a great threat for the company. It gives a lot of remuneration to the workforce but its collection is creating difficulties for the company. 
TOUGH COMPETITION 

· There is a tight competition among this industry especially with telenor because both the companies have fewer percentage differences in market share. Another competitor Zong is emerging and will give a tight competition to it. 
PRESSURE GROUP 

· These are the groups which have a strong remonstration on those towers which are situated near housings and societies. The reason is that this is harmful for the physical conditions of the citizens living near to it. 
ECONOMIC PROBLEM 

· There is an economic crunch in the whole world as well as in our country. The economic instability in Pakistan is affecting a lot to the telecom industry. 

5.1.3 SWOT ANANLYSIS OF ZONG: 

STRENGTHS OF ZONG: 

PREPAID 

· ZONG 65 is the most economic prepaid package which is introduced by Zong which contribute one hundred percent in the economic growth and provides the cheapest calling charged to all connections in our country. 
· There is a package based upon hourly charge facility that is rupees four point ninety nine per hour and for any hour in the day and is known as AANA package. 

· Zong offer a very economic package named Fifty PYSA that is AATH AANY. This facility is for making calls on all connections. 
· Zong offers us to call for free on permanent basis. This is a very much challenging package for the competitors. 
· Now we are able to talk to our favorite number for free day and night. 

· There is another package known as BREAK TIME, Which allows us to make calls in on-hrs to any F & F numbers. 

· Now if we want to talk for seconds then we have another package of zong known as Aik second and charged for four pysa per sec. 
POSTPAID OFFERINGS 

· Now call at rupees four plus taxes in zong postpaid unlimited. 
· Now call for rupees ten plus taxes in zong postpaid Free. 

· This is the unique facility that was introduced by the zong in which we can keep our cell phone number while switch to other networks. This is known as mobile number portability. 
With all these packages Zong offer a free Sim, favorite number, cheap mobiles and number of other products to attract its customers. 

The good point of Zong company is that the products they offered are according to the demand of customer. Because not only a rich person is able to get these products but middle class and lower class people are also able to afford it easily. 

WEAKNESSES OF ZONG: 

· The first and main weakness of the ZONG Company is their low quality service. They are failed to provide the best service to its customers to satisfy them. At one end they introduced a lot of things but at other end while the customers are unable in getting complete benefit of those offerings, so that is a much difficult to the company to retain its customer and to make new customer. 
OPPORTUNITIES OF ZONG: 

· Zong a best ever mounting mobile services provider company belong to our country and it has a chance to expand in the current situation. As discussed earlier that Zong provides a number of packages and other services for customer satisfactions. I this way they developed a good-will in the market and made million of customers within last 2 years. They have opportunity to extend their business in Pakistan markets by improving their products and by satisfying the customer needs and wants. 
· DEVELOP NEW VALUE ADDED SERVICES 

· DEVELOP FRANCHISE IN REMOTE AREAS 

THREATS OF ZONG: 

· COMPETITORS, A number of competitors in the market like JAZZ, UFONE, WARID and TELENOR. All of them are trying to defeat one another. 

· TECHNOLOGICAL ADVANCEMENT 

· UNSTABLE POLITICAL CONDITIONS AND TAXES
· HIGH PUBLIC EXPECTATIONS 
5.1.4 SWOT FOR WARID: 
STRENGTHS OF WARID: 

· Better-quality products which gives quality services to its customer 

· Having good affiliations with its customer as compared to its competitors have 
· It give us additional facilities and services 

· Warid have dedicated and well-organized work force 

· It has a very powerful economic background 

· Making Products modernization 

· Getting some sort of loyalty of users 

· The Managing persons are lucid and having a perceptive mind 

· Giving cheaper calling rates 
WEAKNESSES OF WARID: 

· New company in the market 

· Having limited network exposure 

· The work force is not as skilled as other competitors have 

· Starts from losses 
OPPORTUNITY FOR WARID: 

· Cellular market is a emergent market so every one has opportunity to take a part 

· It has opportunities if it is going to Merge or jointly ventured with other organizations
· Innovation in the technology and products 

· Make offices in abroad 

· If a big competitor going to loss its market share
· Make advancements regarding business environment 

THREATS OF WARID: 

· New competitors budding in the market 

· Unsound political state of affairs 

· Advancement in the technology and products 

· User desires which are going to change day by day 
· Prices competition among the cellular companies
5.1.5 SWOT FOR TELENOR: 

STRENGTHS OF TELENOR: 

· It has best network features and plan 

· They are caring its users with due respect 

· It is financially very much strong 

· It is outstanding service provider and distributor 

· It enhances its strength by making treaty with NOKIA & SIMENS 

· Telenor is the symbol of excellent quality 

WEAKNESSES OF TELENOR:

· Not getting the loyalty of the customer as mobilink do 
· It is generating stumpy yield limits 

· They got losses in the inauguration year 

OPORTUNITIES OF TELENOR: 

· Economically the report shows a encouraging future of the company
· Due to tuff competition the survival of new entrants are so difficult 

· The weaknesses of the competitors regarding user satisfaction 

· To merge with other organization to facilitates the customer 

· PTA initiatives 

· E-commerce usage 

· Mobile number of portability 

THREATS OF TELENOR: 

· Just because of new and affordable rates of products that are introduced by different brands make the user to shift to other brand 
· As the companies are going to Privatized and the change in Govt regulations 

· Increase in the competitor’s products 

· Unsound political state of affairs 

· User desires which are going to change day by day 

· Prices competition among the cellular companies

6 POSSIBLE OPTIONS: 

6.1 CRITICAL SECCESS FACTORS OF CELLULAR INDUSTRY: 

In a current changing global competitive environment companies survive just because of certain key factors these key factors are unique characteristics of the company on the basis of which they compete in the market. All these uniqueness know as key success factor of the particular industry. In cellular industry following key success factors are necessary to compete in the market efficiently and effectively. 

	KEY SUCCESS FACTORS
	% AGE

	1. SERVICES (INCLUDES NETWORK LOCALLY AND INTERNATIONALLY)
	20 %

	2. CUSTOMER CARE
	20 %

	3. RELIABILITY OF SERVICES AND VOICE CLARITY
	20 %

	4. PRICE AS COMPARE TO SERVICES
	20 %

	5. ADDS ON AND ADDITIONAL SERVICES
	20 %


Every company needs to become more popular and favorite among its users so for this purpose it is compulsory to follow these factors. 
Mobilink who is the market leader has focus itself on the above five CSF and enjoying the status of market leader. 
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 The graphical present of the percentages of response is mentioned in the graph. Local and international network, prices of services and customer’s care should be there in order to achieve the desired goals. 
6.2 FACTORS TO ATTRACT CUSTOMERS: 

The success factors to attract the new customer and retain existing one are given below along with the response of the customers. 

	FACTORS OF ATTRACTIVENESS
	AGREED UPON

	1. Technical International Network
	20%

	2. Technological Innovation
	10%

	3. Reliability of Services
	15%

	4. Low Charges prices
	10%

	5. Availability of Connection
	10%

	6. Customer Care
	30%

	7. Adds On
	5%
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Customer care is most important of all the factors because 30% of the customers favor it. The most important factors are local and international network and reliability of services. The prices of services should be kept low in order to compete effectively in the market. 

7 CONCLUSION AND RECOMMENDATIONS: 

7.1 CONCLUSION: 

· There was a time when mobile phones were considered as a luxurious item, but now it is becoming an integral part of everyone’s life as it helps keep contact with others. 
· When cellular industry started it was considered to be affordable by only high class, but with the advancement of technology and entrance of new competition it has now become an affordable mean of communication. 

· For the cellular industry, one thing is for sure and that is “survival of fittest”. 
· In the cut throat competition in the industry only those companies would survive which gives the customer the best value. 
· Just because of fresh entrants in industry, the competition becomes further tough. The companies need to review their strategies to maintain their market share and sustain the competition. 
· There is huge potential in the cellular industry; it has been growing at the rapid pace. Companies must take advantage of this growth and perform better. 
· No matter what, the customer is the king and customer can break companies. Thus it is important to review the competition as well as customers. 

· As we now about the growth of Pakistan Cellular industry but this is the fact that still it needs a bulk financing to fulfill user desires. 
· The market also has strong competition just because of ZONG which is a new rival in the industry. 
· And all the companies are now going to work a lot for making innovation and advancement in the technology and products to fulfill the upcoming user demands. 
· Now days user are not loyal to any brand because they are so much aware about all the calling rates and all other products introduced by all companies so they are going to choose the brand which gives lesser rates regarding all products of a particular company and become its user. But if they come to know about some other suitable rates offered by a particular company than they are going to switch to that company. 

7.2 RECOMMENDATIONS: 

Ufone:
· Although Ufone has initiated an aggressive marketing campaign to build corporate image, the result of the objectives being met is yet to be seen. 
· The campaign was followed by price cuts and an effort to increase market share. 
· Ufone still needs so much working to build the corporate image of the firm and bring it to the level of prestige that Mobilink enjoys. But the company is going on track, having realized it and addressing it. 
· The message needs to be more clear and direct. 
· Ufone start out its operations by focusing on middle-upper, middle-middle and middle-lower class of the society. 
· Its aim was to bring “a mobile to everyone”.

· It was successful in its efforts as these segments of the society were brought to be met. But what it lost in between was the brand perception in the mind of high net worth and status-oriented people. 
· There was a confused position of Ufone as a brand. The status-oriented were not comfortable with this brand as they though that it was not exclusive to them. 
· The advertising also focused on lower-income segments, so Ufone should pay attention and make policies to capture upper class market to generate more market share and proof Ufone as a brand. 

Mobilink: 

· At this stage mobilink should implement new strategy to promote its products via television advertisement because this is the only way of giving awareness to the public. 
· And those advertisement includes all the good aspects of its products regarding customer satisfaction in short it totally aware the user about all those facilities on the base of which user become convince to purchase that product. 
· Innovation is only the door to get the maximum market share in this industry and mobilink has chance to avail it. 
· It has chance to make new packages regarding the lower market segment which are moving towards zong and other competitors. 
· The new innovation of satellite technology is also a better option. 
· The main concern is the customer so mobilink should make questionnaire and carry out customary analysis for the purpose to get known about the human desires and requirements. 
· There should be an improvement in the networking equipments which enhances the quality of signals. 
· With the arrival of zong some customers are switching to other brands and mobilink market share is going to reduce but if mobilink give some concession in its product rates than it can retain its customers. 
· The main strength of an organization is its work force which at the backend performing a great struggle for the betterment of the company so some workshops and seminars should be held in which the employee gets knowledge about new thing and tactics about the market trends and improving their skills so that they can perform more in less time. 
Telenor:
· Telenor Pakistan should use the technology that gives promised benefits to its customers. 
· Telenor can improve its organization performance by hiring professional and expert managers from parent companies so that they can run the organization with new and advanced methods. 
· Further it should give the incentives to its workers because it is a motivational tool for the interest of employee. 
· If a company is taking full part is social matters then it is supposed to be a well reputed organization in the market so telenor should take a part in such type of social affairs like giving jobs to disable and hardworking people and give a respect to working women etc. 
· To increase in the market share Telenor must be give attention to the rural areas of Pakistan. 
· It should focus on corporate customers as well by giving them more benefits in postpaid packages. 
· As Telenor is an international organization it has to introduced more technology in the Pakistan. 
· It must introduce Telenor PCO as Telenor Bangladesh introduces this product in Bangladesh successfully. 
· Telenor should introduced broadband internet in Pakistan.
Warid:
· Warid telecom should develop a market make mergers, joint ventures or strategic alliance. 
· To compete it should introduce new products which should cost effective and gain market share. 
· People are unaware of Warid because of lack of advertisement. So they must adopt the strategies to enhance advertisement. 
· Their websites should provide the basic information about Warid packages. 
· Warid telecom should extend to overseas for the convenience of people. 
Zong:

· CMPak named Zong should given maximum coverage to its users. 
· As it is a new company so it should give quality services with low prices to the customers. 
· They should try to co-brand with some IT-based company like Microsoft (ACER) that will surely add value and prestige to the products and services of CMPak especially with respect to advanced technologies. 
· In future the company should collaborate with banks in order that the customer can directly refill their credits or pay can pay bills through the ATM machines to facilitate the customers. 
· The company can go for KIOSK marketing at places like Airports, Shopping Malls and centers. This marketing technique will promote the brand image. 
8. BIBLIOGRAPHY: 

WEBSITES: 

Searching for the topic Pakistan Telecommunication Authority and Accessed on June 15, 2010 

Available at the Following links:

www.pta.gov.com 
http://www.pta.gov.pk/index.php?option=com_content&task=view&id=269&Itemid=143
http://www.pta.gov.pk/index.php?option=com_content&task=view&id=511&Itemid=554
http://www.pakpositive.com/2004/11/10-million-mobile-phone-users-in.html
http://www.pta.gov.pk/index.php?cur_t=vnormal&option=com_content&task=view&id=266&Itemid=137
Searching for industry analysis and company analysis Accessed on June 17, 2010 

Available at the Following links:

www.mobilinnkgsm.com 

www.ufone.com 

www.telenor.com 

www.waridtel.com 

www.zong.com 

http://www.telenor.com.pk/about/pressrelease.php?release=7
Searching for the Impact of Economic Factors on Cellular industry, Accessed on June 20, 2010 

Available at the Following links:

http://www.pakistaneconomist.com/database1/cover/c2003-62.asp
http://pakistantimes.net/2005/04/29/business4.htm
http://pakistantimes.net/2005/02/11/top10.htm
Searching for the Industry Analysis of Cellular Industry Accessed on June 20, 2010

Available at the Following links:

http://www.pakboi.gov.pk/Industry_Data/it___telecom1.html
http://pakistantimes.net/2005/02/11/specialreport.htm
Searching for the study of Telecommunication Industry of Pakistan, Accessed on June 15, 2010
Available at the Following links:

http://www.telecommunication.com/
Searching for the Internet Service Provider Information Accessed on June 16, 2010
Available at the Following links:

http://pakobserver.net/200505/19/news/topstories01.asp
http://pakobserver.net/200505/29/news/topstories09.asp
http://www.thenetwork.org.pk/pressrelease05-04-13.htm
http://paktribune.com/news/index.php?id=103339
http://pakobserver.net/200506/24/voiceofpeople.asp
Searching for Latest Updates about Telecommunication sector in Pakistan, Accessed on June 23, 2010 
Available at the Following links:

http://www.cellular.co.za/news_2004/sep/090404wireless_phones_shipped_to_pakis.htm
http://www.dawn.com/2005/01/03/ebr10.htm
http://www.nation.com.pk/daily/jan-2005/24/bnews9.php
http://www.dawn.com/2005/05/26/local8.htm
Searching for Organizational Overview and Diversification Accessed on June 20, 2010 

Available at the Following links:

http://www.netpakistani.com/te/?m=v&a=515417
http://www.gulfnews.com/Articles/BusinessNF.asp?ArticleID=171861
http://www.cellularabroad.com/pakistanRcell.php
























PAGE  
86

_1165764105

_1165766576

