Running Head: DU TELECOM’S POOR SERVICES 	1

Running Head: DU TELECOM’S POOR SERVICES 	6










DU TELECOM’S POOR SERVICES
Student’s Name 
Institutional Affiliation 
Date 


Product/service quality is one of the prime value propositions that a company can use to achieve absolute competitiveness in an industry (Teas & Agarwal, 2000). With the advancement in technology, companies have improved their products/services quality to incomparable levels. Woe to those that have found challenges in improving technologies to reach the levels of producing standard products and services. According to Pogue, a company needs to have high returns in order to equip its departments with the relevant technologies (2018). In this paper, I will focus on Du Telecom Company which faced a slowed market growth because of poor quality products and services. 
Du Telecom Company is a telecommunication based that operates in the Kingdom of Saudi Arabia (KSA). It deals with fixed telephony services, IPTV provision for businesses as well as individuals and broadband connectivity. It happens to a leading brand I in the industry in KSA (Forbes, 2018). There has been issues all over the UAE that the Telecom brands are providing poor quality services at the expense of their consumers as Jeddah reported (2018). With the company’s consumer segment increasing to standard levels, the problem of poor quality has become a major concern. Short-term solutions have been sought over the years but yet still, quality standards have not been met. And since the company is working hard to recover its revenue growth, recently the problem was looked into keenly and measure are being put in place to make things right. 
According to Arab News Jeddah, the Saudi Communications & Information Technology Commission received complaints of poor services against the company this year. Citizens, who happen to be the consumers of the company services emphasized on the poor quality the company has had for some time. A product or a service will be regarded as poor in quality if it does not reach the dire need of the customer (Wright, 2000). In other words, the maximum utility is not attained. Some of the complaints hereto the above were centered on billing issues, absolute lack of services in some cities, and disturbances during calls. Despite having a steady growing market, Du Telecom’s product services still need to be improved. This problem was once faced again back in 2017 with the customers having to incur false charges, intermittent services, and abuse of contract terms. When we roll a year back yet, we still find out that Du Telecom has had these challenges for quite some time. 
The consequences of this poor service delivery have incurred the company a lot of funds, some of which will be recoverable in the long run. Most importantly, the company’s reputation has been affected negatively. In the event to try and improve the quality of their services, the company partnered with Huawei Technologies limited in 2015. Through 2010 and 2015, the company’s data usage grew tremendously and because of the poor quality issues, it had to prepare to resolute some of these problems (Juan, 2015). The central focus was to expand their current mobile broadband network. To improve the network to above the operational standards of LTE, there was the need for a partnership with one of the best network operators – the Huawei Technologies Inc. A 4th or 5th generation network was a prerequisite that would improve operations and clients would find pleasure with such a network. Services that other network providers were offering at this time were of quality and this was the verge of DU Telecoms slowed rate of growth. Huawei operators were allowed to take charge of the company network servicing since they were highly skilled in the area. Specifically, Huawei was required to concentrate effort on Du Telecom’s key pillars of delivery which are user behavior analysis, network insight, Spectrum & Network evolution recommendations, and user migration analysis (Jeddah, 2018). This is a strategy that was set to improve the network situation in the company. The reported poor services were as a result of the poorly developed networks that the company had dwelled on for a long period of time. 
The consequences of the decision the company took were geared to be positive at the end of the day despite the fact it incurred huge costs at the very moment to get things working. This affected the company’s business and not being able to keep up with the costs of servicing their market segment, Etisalat Communications Company took over and became the leading telecommunications company in the KSA with a Revenues of $14.1 B, $2.7 B profit and a market value of $37.7 B. Du Telecom lagged behind revenues of $13.5 B, profit of $2.7 B and market value of $44.1 B (Forbes, 2018).
[bookmark: _GoBack]These problems increased the company’s liabilities by about $6.1 billion (Forbes, 2018). This was a definite decrease in assets in the long run. By partnering with Huawei, the company lost one of its core business operations – this meant a loss. It worth noting the partnership was not mutual – the vendor benefited alone in the short run. This was the reason as to why Etisalat competed Du Telecom out. Its entry into the market, since 2005 has had a major impact on the country’s telecommunication market. It took the advantage of Telecom’s poor services and demanded the reduction of tariffs, even before its operations began. Also, Zain found entry into the market and increased competition further. Such led to the sharing of the market, a reason that justifies Telecom’s reduced market value. Production costs were soaring – the partnership incurred huge amounts to facilitate it and to get the whole idea functioning, still, demanded more. It is very unfortunate that Telecom’s strategic decision did not achieve maximum effectiveness. This is in line with Jeddah Arab News who recently reported complaints of the same kind associated with the company (2018). Although customer needs keep on changing tandem with technology advancements, the company needs to find strategies that are flexible to stay away from future quality problems. 
The partnership that the company entered into, was as a result of the poor quality services that they were offering. Huawei Technologies offers a high quality package of broadband network. Today, the company has a market cap of 22.72 Billion USD (Bloomberg, 2018). One of the best practices that the company could take to make things work for them at the plight of poor services is installing a right CCM software solution, for example, Ecrion Engage. This would help save time, resources and energy while providing the excellent customer services. On top of that, revenue would increase gigantically. 
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