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European Cellular Market

IDC study highlights importance of customer retention in
turbulent European cellular market. Second annual survey
into operators’ best and worst marketing practices.

recent study by International
Data Corporation (IDC) finds
that declining prices and differ-

ent payment methods such as prepaid
have increased cellular penetration but
as competition intensifies and prices fall,
the cellular market grows more fickle
and unstable. Increased competition,
attractive customer incentives and fewer
barriers to changing operators are all
working to push up churn levels.

“If churn rates are to fall, the emphasis
must shift away from attracting any cus-
tomer to attracting the right kind,” said
Giulia Rancati, Senior Analyst for IDC’s
European Wireless and Mobile Commu-
nication Programme. “Operators are
now realising that growth at any price
must be controlled — customer acquisi-
tion programmes must be more discrimi-
nating and market segmentation must
be effective in order for all operators to
be able to correctly identify and target
the most profitable customers.” IDC be-
lieves that one of the most important
survival strategies of the next few years
will be to shift the business emphasis

from a culture of “customer acquisition
at any expense” to one of customer
retention.

"Since all digital services in Europe are
based on the same GSM standard,
analysing successes and failures in this
region allows technology choice to be
discarded as a critical success factor,”
said Rancati. “If one carrier performs
better than another in the same market,

the difference must be due to marketing,

strategic and business planning.” Out-
side influences, such as cultural, econom-
ic or regulatory factors also play their
part but these can be manipulated to a
certain extent by the marketing strategy.
IDC identified new marketing practices
that other carriers should emulate to
improve their market position, such as
more focused tariff strategies, reducing
subsidies and the implementation of
long term marketing strategies in order
to fulfil an acceptable return on invest-
ment (ROI). To be avoided at all cost
were investing heavily on indiscriminate
customer acquisition and the lack of sig-
nificant customer retention programmes.
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“Changing Marketing Strategies in the European Cellular Industry, 1998".
Details the findings of IDC’s project to benchmark the marketing practices of
Europe’s major GSM operators. This report, based on a survey of 18 operators in
the region, includes market trends, competitive survival strategies, operator
marketing practices and the best and worst practices across Europe. The report
is available to purchase from the local IDC office.

Mathew Heath, Marketing Communications Specialist

Giulia Rancati, Senior Research Analyst, European Wireless and Mobile Commu-

Additional information on IDC can be found on its Web site at
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Das Spiel beginnt. Ab sofort haben Sie bei der Kommuni-
kation mit threm Note- oder Powerbook die besten Karten
in der Hand. Mit dem CARDLINE TWIN DUAL-Modem von
Telelink wihlen Sie zwischen Analog- und ISDN-Anschluss.
Je nachdem welche Leistungsart am jeweiligen Arbeifsort
gerade gefragt ist. Und dank der unglaublichen Schnitt-
stellengeschwindigkeit zwischen Modem und PC oder Mac

wird jede Obertragung zum Gewinnspiel.

lieferbar

Bei Telelink finden auch Sie das Modem, welches genau
lhren Anforderungen entspricht. Technische Innovation
gepaart mit Schweizer Qualitit macht jedes Gerdt zum As

in seiner Klasse.

Informieren Sie sich jetzt bei lhrem \
Hiindler oder verlangen Sie von
uns die neveste Ausgabe des
TelelinkMagazins.
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DIE SCHWEIZER MODEMMACHER

Gewerbestrasse 11 CH-6330 Cham
Telefon +41-41-748 10 80 Telefox +41-41-748 10 81
http:// www.telelink.ch
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