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EXECUTIVE SUMMARY:

This project is about the distribution channel conflicts. Distribution channel is that where product is ultimately delivered to the final consumer or customer through various channels. In this project we have to study the conflicts between the different channels of distribution.

For this purpose we have selected the telecom sector. Telecom industry deals with the activities and services of electronic systems for transmitting messages through cables, telephone, radio and television. In the telecom sector we have selected the WARID.It is one of the six GSM Mobile companies in Pakistan.
The basic methods by which we get the information included the following:

1. Primary data:
Primary data required for the study was collected through the interview and questionnaire method. 

2. Secondary data:

It was collected from company records and internet.

We have found some conflicts there that we mentioned in the horizontal and vertical conflicts. Warid is using 3-level distribution channel i-e; head office to business centre to franchise to retailer to consumer. After discussing the conflicts, we have mentioned how these conflicts can be controlled by the company. At the end we give some suggestions how these conflicts can be controlled
INDUSTRY PROFILE
TELECOM INDUSTRY:
Telecommunications industry deals with the activities and services of electronic systems for transmitting messages through cables, telephone, radio or television. 
LEADING FIRMS IN THE TELECOM INDUSTRY:

The leading firms in the telecom industry are:

· Telenor
· Warid                          

· Warid
· ZONG
· Mobilink
· Pakistan Telecommunication Limited                                               

                                          COMPANY PROFILE
Today Pakistan's telecommunication industry is growing at a striking rate of 400% where Pakistan stands 3rd in the world ranking growth wise. The total number of mobile service providers in Pakistan number 6, but despite huge population, they face cut-throat competition. The situation is such that the companies have to literally fight for every paisa of services they provide. 
Warid Telecom is amongst one of the Telecom giants. Its owned by a UAE based "Abu Dhabi Group" with a capital expenditure exceeding $500 Million. Warid Telecom was the last to introduce but its effective launching helped it surpass its rivals at a striking rate. As the market grew and competition in terms of services and resources grew, the competition became fiercely competitive. 
The issue at hand at Warid telecom is simple. It already has the largest post-paid base in Pakistan. However, compared to this its pre-paid customer base is very low. Warid wants us to find out what factors should it be focusing on to increase its prepaid customer base. To do this it wants us to find out customers' preferences regarding different Key Performance Indicators. The objectives of its research are simple. It wishes to find out what balance should be kept in selecting Above the Line and Below the Line techniques of promotions. 
The Company: Warid is owned by the private Abu Dhabi Group, which is one of the largest foreign investor groups in Pakistan arid also owns Bank AI-Falah Ltd and Wateen Telecom. It also owns a stake in United Bank Ltd. 
Launching: Warid Telecom was launched in May 2005 and has around 9.7 million customers. Within two years of operations, the company has generated the largest postpaid family in Pakistan and coverage in more than 150 cities 
   

Mission Statement: 
"To be the leading national communication provider with a strong international presence.” 

Products: Zahi Post-Paid & Zem Pre-Paid 
Recent Activities 
• Urdu SIM
• Zem Nites
• Ramzan Services
• Recent...
LOGO AND SLOGAN OF WARID:

       LOGO                    
                                                       


   

       SLOGON                    
                                                          "We Care"
COMPETITORS:

There is severe competition in telecom industry in Pakistan.the main players in this competition are as follows.
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DISTRIBUTION CHANNELS

DEFINITION:

Physical distribution (or place) is one of the four elements of the marketing mix. An organization or set of organizations (go-betweens) involved in the process of making a product or service available for use or consumption by a consumer or business user.

The other three parts of the marketing mix are product, pricing, and promotion.

The distribution channel
Chain of intermediaries, each passing the product down the chain to the next organization, before it finally reaches the consumer or end-user.... This process is known as the 'distribution chain' or the 'channel.' Each of the elements in these chains will have their own specific needs, which the producer must take into account, along with those of the all-important end-user.

Importance
· Channel decisions are among the most important decisions that management faces and will directly affect every other marketing decision.

Why are Marketing Intermediaries Used?

· Greater efficiency in making goods available to target markets. 

· Offer the firm more than it can achieve on it’s own through the intermediaries: 

· Contacts 

· Experience 

· Specialization 

· Scale of operation 

· Match supply and demand. 

DISTRIBUTOIN CHANNEL FUNCTIONS:

· Contact 

· Financing 

· Information 

· Risk Taking 

· Promotion 

· Matching 

· Negotiation 

· Physical

BENEFITS:

Intermediaries, however, provide several benefits to manufacturers and consumers

· Improved efficiency

· A better assortment of products

· Reutilization of transactions

· Easier searching for goods as well as customers.
LEVEL OF DISTRIBUTION CHANNEL;
3 level distribution channels are used in Warid as:
[image: image5.jpg]warid



        HEAD OFFICE                   BUSINESS CENTRE                     FRANCHISE                                                                                                             
           

                                        CUSTOMER                    RETAILOR              

	PROMOTIONAL ACTIVITIES
1- Customer Relationship:

                                  Warid have conducted many concerts, programs and provide sponsorship to many entrepreneurship programs and events because they know that customer relationship plays very important role in building up of any company’s image.
2- Schemes:

                           Different schemes have been launched by u Warid time to time to facilitate the customers. 

3- Advertisement:

                                  Advertisement is very important tool of promotion. Warid have made many attractive ads to promote their products.

4- Direct selling:
                                  Warid is also doing the direct selling as to promote their products by imposing stalls in different occasions.

5- Packages:

                            Different SMS, MMS and call rate packages have been introduced by Warid for the convenience of the customer. 




CONFLICTS:
There are number of problems and conflicts arise among the Distribution Channels,these conflicts may be 
1. Vertical conflicts

2. Horizontal conflicts

	Vertical conflicts
	Horizontal conflicts

	  It occurs among firms at different level of the same distribution channels. 


	It occurs among channel members at same level in a distribution channel. 




Conflicts in Warid
	Area violations

If a customer of a certain area prefer the other area franchise this will lead towards the area violation. 
Blackmailing 

In this type of conflict wholesaler demands for more stock without paying previous bills and if a franchise refuse then wholesaler can threaten by switching franchise and not to clear the previous payment too.

Maximum targets

Every franchise wants to achieve maximum targets and for that they will try to gain as much customers as they can.
Payment of bills        

   This type of conflict can arise between franchise and wholesaler in a case when wholesaler refuses to pay the previous payment

Favoritism 

·  Conflict arises among business centre and other franchises When a firm nominates a person for achieving maximum targets and allows some incentives that procedure is done silently.
· Conflict also arises on the issuance of golden numbers to some dear ones without charging extra amount.
  Defective stock                                                                                                                                              

This conflict arises when the stock received by franchise is having some fault like in case of chips or Sims error.
Supply of stock 

It arises when stock is not supplied in time.
E-commerce 

Now a day this has become a very hot issue because customer is availing such services online which is also providing by the existing franchise or outlet and this become loss for existing franchise.
Unauthorized retailers 

There are many unauthorized retailers in Faisalabad, and if these unauthorized retailers are caught by police then this can be problem for retailer.



SOLUTION /FINDINGS
	Customer dealing

Behavior of the staff should be courteous so that customer never is offended. Environment of the franchise should be friendly with the customer. There should be well qualified staff in the franchise.
Flow of information

There should be accurate flow of information from the staff members to the customer.

Quality check

Technical errors can be eliminated as company should check the stock properly before delivery of order.
Centralization authority

The conflict between the franchise to franchise advertisements can be removed if the authority is centralized.
By avoiding favoritism

 Favoritism is eliminated as business centre is restricted to own any franchise according to Warid rules and regulations. 

Rules and regulations
 There should be predefined set of rules and regulations, so that many conflicts can be removed.
Penalty/fine

Business centre purchases the Sims from the unauthorized retailers and issues purchase invoice as evidence and charges some penalty to that franchise which issued the Sims.

Issue of over and under supply

Management has issued predefined set of rules to avoid the issue of over and under supply of stock and these rules and regulations must be strictly followed

Check on wholesalers

To control black mailing the management of Warid discourages whole sellers.

Fair performance evaluation

They can control competition of franchises by fair performance evaluation of the franchise 

Set targets
Competition can be controlled by setting the targets.

Control of area violation

Control area violation by Warning, Penalty and suspension.
End black mailing practice

Black mailing can be avoided as they should prefer cash basis as compare with credit dealings. And secondly there must be something as security to franchisee from the whole seller.

Supply of stock

Company should provide the stock to the franchise timely, so that its stock never is finished.



“WE CARE”

