Improving customer loyalty of telenor

=’

SESSION (2013-2016)

Submitted By

NAMES 1.D
Muhammad Waleed Irfan 13004152007
Muhammad Umer butt 13004152001
Zahid Saeed 13004152003
Zeeshan Khan 13004152008
Muhammad Hassan Shehzad 13004152006

Supervised By

Mr. Syed Ali Bukhari

SCHOOL OF PROFESSIONAL ADVANCEMENT
UNIVERSITY OF MANAGEMENT & TECHNOLOGY, LAHORE



Dedication

THISSTUDY IS DEVOTED TO OUR RESPECTED PARENTS
AND FAMILY WHOSE PARAMOUNT LOVE, CARE AND
STRUGGLE AGAINST ALL ODDS BROUGHT US TO THIS
HEIGHT OF KNOWLEDGE AND ENCOURAGED ME TO
COMPLETE THIS DEGREE AND WERE MAJOR DRIVING
FORCE BEHIND MY ALL EFFORTS WITH THE BLESSINGS OF
ALMIGHTY ALLAH




Table of Contents

DIBUICALION ...t b et b e bbb bbb 2
ACKNOWLEGEMENT ...ttt b ettt h e bt b e st et et et e st eb e sb e e b e st e s et e st ebe e bt et e et et e s eneenene 5
EXECUTIVE SUMMARY ...ttt st s s h e a e bbb b e b aea e 6
1 INTRODUCTON....cotiiititeteteteeet ettt b et b e b s h e b e bt e b e s b e b e b e s e bt b e e b e s b e s b e aesne e ene b 7
L1 TElENOI-COMPANY ...ccoiiiitieeiecte ettt ettt sttt et e st e et e e s teeta et e s beesa e beeseessesteebeensesteeseentesteeseentesbeessessesseensessestnessensens 7
1.2 PROBLEM STATEMENT ..ottt e Error! Bookmark not defined.
1.3 SCOPE OF STUDY ...ooiiiiieiieieeterie ettt sttt sr e s nre e Error! Bookmark not defined.
1.4 KEY BENEFITS FOR TELENOR.......coiiiieeeeeceeee e Error! Bookmark not defined.
1.5 OBIECTIVES ...t Error! Bookmark not defined.

2 RESEARCH DESIGN ....ooiiiiiiiiiciirc s Error! Bookmark not defined.
3 Background of telecommunication sector in PaKistan............cccceeceveieeveneseecese e, Error! Bookmark not defined.
3.1  ORGANIZATIONAL STRUCTURE......cccoitrteiireeiereee e Error! Bookmark not defined.
3.2 Four P’s (Marketing MiX) ......ccueoueirinirerieieieeeie sttt Error! Bookmark not defined.
3.21 OFFerings (PrOTUCTE) .....c.eeieiieiiriietereeee e Error! Bookmark not defined.

3.3 PRICE e Error! Bookmark not defined.
B4 PLACE ... e s Error! Bookmark not defined.
35 PROMOTIONS ... .ot Error! Bookmark not defined.

4 ENVIRONMENTAL ANALYSIS (PEST): oottt sre et Error! Bookmark not defined.
A1 POITICAL ..o Error! Bookmark not defined.
4.2 ECONOMICAL ..eeitititeeeeee ettt Error! Bookmark not defined.
4.3 SOCHAL e Error! Bookmark not defined.
4.4 TeChNOIOGICAL.....ccui ettt s Error! Bookmark not defined.
4.5 RECOMMENDATIONS ..ottt Error! Bookmark not defined.
4.6 POIEr FIVE TOICES ...ttt Error! Bookmark not defined.
4.6.1 EXPIANATION: ..o Error! Bookmark not defined.
4.6.2 RECOMMENDATIONS ...ttt st s Error! Bookmark not defined.

4.7  Competitive Profile IMAIIIX .......ccovverieieirinirieneeeeeeresese s Error! Bookmark not defined.
4.8 RECOMENDATIONS. ...t e e Error! Bookmark not defined.
4.9  SWOT ANAIYSIS ...eoueiiriirieieieieieeie sttt sttt s Error! Bookmark not defined.
410 TWOS ANAIYSIS ...eoueiiriiteieieieieeie sttt sttt Error! Bookmark not defined.

410.1 STRENGTH-OPPURTUNITY oottt Error! Bookmark not defined.



4.10.2 STRENGTH-THREAT ..ottt e Error! Bookmark not defined.
4.10.3 WEAKNESS-OPPURTUNITY ..coiiiiiiniiiiieiintseneeese e Error! Bookmark not defined.
4104  WEAKNESS —THREAT ..ot Error! Bookmark not defined.
411 IFE & EFE ..o Error! Bookmark not defined.
B.12  GE MEIMIX ittt ettt sttt bbbttt be b b e a e ene s Error! Bookmark not defined.
4121  ReCOMMENUALIONS: ....eoviriirieieieiieieete ettt sttt Error! Bookmark not defined.
4.13  POSITIONING MAP. ...ttt Error! Bookmark not defined.
4.13.1  Position Map EXPlanation ..........cceceevieiiieeiie e Error! Bookmark not defined.
4.14  McKinsey 7S Model ANAIYSIS ......cccveviiiieeiecieceeece et Error! Bookmark not defined.
141 SHUCKUIE .ottt st sr e s e eenn e Error! Bookmark not defined.
A.14.2  SHAIEQY: c.eeeeieieeieeie ettt sttt r e bt be s a e ne e Error! Bookmark not defined.
B.14.3  SHATT ..o Error! Bookmark not defined.
BALA4  SKIllS oo Error! Bookmark not defined.
TS V4 R Error! Bookmark not defined.
416  SNArEA VAIUES ......ooueiiiiieececeeeeeeteee et Error! Bookmark not defined.
e (o] T =To o - o U Error! Bookmark not defined.
5.1  Lahore Zinda-Dil Offer.......cccoiiiiiiiiiiieeeeere s Error! Bookmark not defined.
5.2 A DAy WIth TEIENOT......ccieieiieeeteseeteese ettt s aeseeens Error! Bookmark not defined.
5.3 Further ReCOMMENALIONS .........ccooviuiiiiiiiiiiic s Error! Bookmark not defined.
531 PioNeer-Network Streak .........cccoceirirerenicieineseeeeee e Error! Bookmark not defined.
5.3.2 Gap in Marketing Campaigns .........coeevereereeieenenerieseeee et Error! Bookmark not defined.
5.3.3 Building ensnare customer database ............coceeveeeenerinencieineeeee Error! Bookmark not defined.
5.34 Enticements WOrKFOrCeS........ccooueiiiineinicicrecceee e Error! Bookmark not defined.
535 Electrify YOUr CHENEIES ......oceeeieieceeeeeeeee e Error! Bookmark not defined.
REFRENCES ... s Error! Bookmark not defined.

QUESTIONNAITE ...ttt ettt ete et eee et e eteeteeeteeeteesteesteseaeseaeeenreenseenbeenseenseesrenas Error! Bookmark not defined.

[



ACKNOWLEGEMENT

With the grace of Allah Almighty after the successful completion of our Final Year Project, we would like to
pay gratitude to our Program Head Mr. Syed Ali Bukhari, Mr. Talha Zubair for helping us in our primary
research, Mr. Khalil Arbi to refine our Branding concepts and our Honorable Dean Mr. Doctor Naveed
Yazdani.

This study is aimed to implement all the studies and marketing techniques on the real time problem. We got the
flavor of every important aspect of prevailing market situation during our academic life. We learnt fruitful
concepts from our respected teachers having current market (National and International) exposure. It was the
result of efforts made by our faculty members and the love and prayers of our Parents that we have ended that

project successfully getting authentic results.



EXECUTIVE SUMMARY

The current study aims to investigate the Customer Loyalty for the cellular services sector of Pakistan’s
Telecom Industry. It also highlights the basic factors influencing customers to choose the telecom Network for
use. As there is intense competition within telecom industry but still there was no primary research conducted
on customer loyalty within context of Lahore so there was a gap to be filled. For our Research we conducted a
Questionnaire Survey across the different Zones of Lahore. Respondents were selected randomly. After
conducting the survey it has been revealed that the customer retention highly depends on competitive prices and
then on network coverage, voice clarity and customer value added services.

Customer satisfaction highly depends on the services offered to and perceived by the customers. Nowadays,
customer perceptions and expectations are very high and to meet them companies are supposed to think out of
the box by offering value added services Any telecom brand could create a high level of customer satisfaction in
cellular industry by having strong grip on the determinants like price, call quality, perceptions, values, network
coverage, and network availability. All these mentioned determinants are secondary ones. Major and primary
factors are based on the customer’s personal perceptions.

Design of the telecom industry has been entirely changed in last few years. Now scenario is entirely changed
and there exists intense competition between the prevailing companies. Every company is trying to conceive the
customer centric techniques and differentiation strategies to increase customer loyalty to attract potential
customers. Companies are supposed to create value added services in order to keep pace or even survive within
existing market situation especially in big cities like Lahore, Karachi and Islamabad. Aggressive Marketing
campaigns and introduction of advanced technology can also create difference in that aspect.

Through primary research within Lahore, Telenor’s Customer Loyalty is found low relative to its competitors
due to low customer retention, less attractive marketing campaigns and comparatively high tariff rates. Though
they are strong in many areas yet there are some opportunities through which they can increase its customer
loyalty which have been recommended in the report after thorough marketing analysis.



CHAPTER#1
INTRODUCTION

1 INTRODUCTON

1.1 Telenor-Company
Telenor Group is an international telecommunication company throughout the Asia and Europe, while it is

100% owner of Telenor Pakistan. Telenor has been providing its best quality content, voice and data
communication services in more than 13 big Communication Markets of Asia and Europe. Telenor is one of the
top ranked among World’s famous Telecom companies with its workforce up to 33,000 and approximately 180
million mobile phone subscriptions in the world. It has been reported recently that Telenor Pakistan has
subscriber base exists about 36 million that makes it 2nd largest telecommunication company operating in

Pakistan.
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