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	5. 2
EXECUTIVE SUMMARY:-
The objective  of the study was to do the competitive analysis of DP
service and broking service provided by SHCIL and its major competitors in
Nagpur region on the basis of 7p s of service marketing.
The study was conducted to measure the customer satisfaction level of
SHCIL. Study was focuses on clients within Nagpur region. SHCIL provides
many products and services but we focused our study on DP services and Broking
services only.
Outcome of the analysis shows that though SHCIL is on the top position
as a market share in Nagpur region, but SHCIL is still behind in many more
factors and they need to improve those factors. Some recommendations are given
to improve. (Project study has been done with the help of primary and secondary
data.)
 


	6. 3
PROJECT OBJECTIVE:-
Objective of  project titled Comparative Study of DP & Broking Services in
Nagpur Region with SHCIL is... .
Study of DP and Broking services of SHCIL & its competitors.
To measure the customer satisfaction level.
To know the market of Nagpur region for capital market.
To develop the essentials of marketing in myself.
 


	7. 4
COMPANY PROFILE:-
Stock Holding  Corporation of India ltd (SHCIL) was incorporated under the
companies Act, 1956 on July 28, 1986 at the initiative of the Government of India, with
an authorized capital of Rs.25 cores and a paid up capital of Rs.10.5 cores, subscribed by
seven All India financial and investment institutions and insurance companies, viz.
Industrial Development Bank of India (IDBI)
Unit Trust of India (UTI)
Life insurance corporation of India (LIC)
ICICI Ltd
Industrial finance corporation of India Ltd (IFCI)
Industrial Investment Bank of India (IIBI)
General Insurance corporation of India and its subsidiaries, viz.
Oriental insurance co ltd
New India insurance co ltd
National insurance co ltd
United India insurance co ltd.
SHCIL was incorporated as a public limited company on July 28, 1986 and
provides custodial services to institutional investors and depository services to retail
investors. SHCIL commenced operations in August 1988 and has been providing
custodial and related services of international standards for nearly a decade to the
promoter and other institutions, foreign institutional investors (FIIs), commercial banks
and mutual funds.
Other auxiliary services provided by SHCIL include derivatives clearing, PF fund
accounting, SGL constituent account services and distribution of mutual funds and other
capital market instruments, besides distribution of life and non-life insurance policies.
 


	8. 5
SHCIL works in  a highly computerized environment and employs the state of the
art technology to facilitate its business and to minimize risk. SHCIL has been awarded a
citation by the Smithsonian Institution, Washington D.C. for the visionary use of IT and
by the Computer Society of India for the Best IT usage .
SHCIL has a network of more than 200 branches spread across the country providing
services at customer s doorstep. They can select state to locate the nearest branch address
and contact details. By calling up any of SHCIL s nearest branch for information on
Products and Services.
SHCIL is the first and the only Indian custodian to have received a NO
ACTION OF LETTER from the securities exchange commission, U.S.A. under section
17(f) of the US Investment company Act, 1940 and rule 17 f-5 framed there under, which
enables it to provide custodial and related services to US-based funds as well. With the
introduction of the depository system in the country, SHCIL commenced offering
depository related services to the retail segment and over the last few years, it has come
to acquire the stature of being one of the largest depository participants besides being the
country s largest custodian.
The total value of assets held in the custody of the corporation as on March 31,
2005 were Rs.2847 billion. Handling such large volume of securities would not have
been possible but for the state-of-the-art technology in use at SHCIL. SHCIL has been
earning profit consistently and declaring and dividend right from its inception. With a
share capital of Rs.211 Million, SHCIL s tangible net worth reached Rs.1721 million as
on march 31, 2005.
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WHY SHCIL?
Why customer  would choose SHCIL as a preferred Service Provider?
Well integrated front and back office, paper and electronic systems. A focused
Client Relation Team to manage your needs & queries. A single point contact for
your comfort.
In-house capability to address all IT needs in terms of software development,
maintenance, back office processing, database administration, network
maintenance, backups and disaster recovery
Multilevel security is maintained in software, applications and guards to access to
various data, client and internal reports
Expertise in running processes utilizing digital signatures.
Regular Audits internal and external, by SEBI, Depositories, Clients and
compliance to rules and regulations
Constant review and benchmarking of processes to ensure adherence to global
best practices
Insurance cover with international re-insurance
Full Confidentiality of business operations
VALUES OF SHCIL:-
Safety & Efficiency of Operations is a hallmark of SHCIL
Professionalism & Integrity
Customer First
Relationship building
Commitment to Quality irrespective of asset size
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PRODUCTS AND SERVICES:-
The  corporation has always been striving to direct its product and services for the
all round benefit of the investors or the end-users. Making available more and more
financial services under one roof has always been a priority while safety and investor
friendliness have been the hallmark of SHCIL products and services. SHCIL orient its
various products and services to be more and more customer oriented to result in
quantum benefits with safety of operations to its clients in all the segments.
RETAIL SEGMENT:-
Products and services offered by SHCIL for the retail segment can be broadly
divided into four categories, viz., the plain vanilla depository service, securities related
products, distribution products and auxiliary services.
Since 1998, SHCIL has been extending depository related services to the retail
segment. The services offered SHCIL include account opening, dematerialization and
dematerialization of securities, transaction processing and creation/closure of pledge.
Securities related products offered by SHCIL include Stock Direct & Equibuy. The
corporation distributes Mutual Funds Equities / Debt IPO s , Government of India saving
and fixed deposits of institutions, Life & non-Life insurance product and loan against
dematerialized shares.
Other auxiliary services provided by SHCIL include extension of professional
clearing member services in future and option (F&O) segment of stock exchanges and
commodity exchanges and PF accounting services. SHCIL is one the largest professional
clearing members of the country.
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INSTITUTIONAL SEGMENTS:-
Services rendered  by SHCIL to the institutional segment includes custodial
services, SGL constituents account services and securities lending services. Custodial
services provided by SHCIL include post trade settlement, safekeeping, corporate action
and reporting.
SHCIL s online trading product Stock Direct has been modified to make it more
investor friendly while Equibuy compliments SHCIL s Depositary participant activities.
Both products have been received good response from the clients. The securities lending
activity has also registered steady growth. SHCIL s distribution activity includes add
shares arranging (loans against dematerialized shares), fund investment (Distribution of
Units of Mutual Funds, Infrastructure Bonds, Capital Gain Bonds, Private Placements,
Fixed Deposit ) and GOI Relief Bond. A phenomenal growth was witnessed in the fund
mobilized by the corporation for GOI Relief Bonds.
WEB INITIATIVE:-
The corporate wed site www.shcil.com provides a host of value added features to
its clients. End of the day (EOD) reports, intra-day statements and other time-critical
settlement report like Delivery Out and Pay Out receipt reports are made available to all
registered clients through the website .clients can access personalized portfolio tracker,
which tracks changes in their portfolio valuation updated to the hour.
The corporate actions tracker alert forthcoming corporate events relevant to their
holdings. An IPO alert system provides alerts and details pertaining to ongoing and
forthcoming IPO s. As before, the website continues to the offer live stock-quotes and
various updated capital market and company related information.
Beside, the website also provides various capital market and company related
information of use to the investors. The website receives 2, 00,000 to 2, 20,000 pages
impressions a day.
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INFORMATION TECHNOLOGY:-
SHCIL has  in-house capability to address all IT needs in terms of software
developed and network maintenance, back-office processing, database administration and
network maintenance. The IT wing of SHCIL has been certified for CMM level-III for
Development & maintenance methodologies. The Corporations Disaster Recovery center
has become operational in institutional segment and will become fully operational by the
year-end. Beside, a new updated Data center was also set at Mumbai during the year.
OTHER INFORMATION
SHCIL offers the facility of operating beneficiary account for individuals and
corporate as well as clearing account for brokers. Being a premier custodian, SHCIL
today holds more than 90000 cores worth of client s assets. SHCIL already has securities
worth 30000 cores in electronic form. SHCIL is currently holding more than 20 million
certificates in its custody. As the largest custodian, SHCIL accounts for more than 50%
of institutional business in the country.
AUTOMATION
Handling such large volume of paper-based securities has been facilitated mainly
by the state of the art technology in use at SHCIL. All the branches and facilitations
centers of SHCIL are connected through a VSAT network. SHCIL s innovative
automated custodial services has won acclaim from all those concerned. The Smithsonian
institute has honored the achievement of SHCIL by conferring a medal and citation for its
visionary use of information technology. SHCIL is the first Indian company to receive
this prestigious award. SHCIL has been honored by the computer society of India with
national it award for best it usage.
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VARIOUS PRODUCTS PROVIDED  BY SHCIL:-
EQUIBUY:-
Even after payments have been made, Company have to wait patiently to see
those shares reflected in the Demat account. With the odd surprise of not seeing them at
all which you cannot discount! As customer s depository participant, SHCIL assures you
of safe delivery of shares every time you buy on the exchange. Company have lined up a
panel of reputed brokers who process customer s orders on priority.
Their position as the clearing corporations of leading stock exchanges ensures
smooth and sure credits into customer s account. An initial advance and timely
replenishments into the Purchase Advance account take care of the payment for
customer s purchases. Go through the detailed Equi buy procedure and you will see how
Equi buy is a one stop shop for customer s share purchases.
Features:-
An Equibuy instruction from you gets the shares credited into customer s
account the next day of payout.
Payment for customer s purchase made from a running account called
purchase advance into which you remit an initial advance of Rs.1000 and
maintain a minimum balance of Rs.250 at all times.
Choose one or more brokers from a list of 77 brokers empanelled with
SHCIL. Registration with broker is not necessary if you are already
registered under any ofSHCIL s other product schemes.
Purchase on BSE or NSE.
Available at 120 plus SHCIL centers across the country.
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FUND INVEST:-
Fund Invest  is a basket of financial products, ranging from fixed income securities
like fixed deposits, Infrastructure bonds and Capital Gain Bonds to variable income
securities like Initial Public Offers (IPO s) of Equities and Mutual Funds. It is an attempt
to offer financial products that cater to the various investment needs of SHCILs
esteemed clients. An effort to guide the investor to a product portfolio that best suits his
risk- returns profile. Applications for investments can be source from any of the SHCIL
offices. Apart from guiding SHCIL s investor to pick up the right combination of
investment instruments, Company help them 'after-sales' service, by acting as an
interlocutor between the investor and the issuer of the securities. SHCIL is an AMFI
Registered Mutual Fund Advisor (ARMFA).
Features:-
At present, SHCIL is distributing schemes of 25 different Mutual Funds. All these
Funds offer a wide variety of investment option depending on the risk appetite of the
investor. Some of the major categories are:
Debt Funds: The Debt Funds have the mandate of investing primarily in
Debt papers.
Equity Funds: The Equity Funds have the mandate of investing primarily
in Equities.
Balanced Funds: The Balanced Funds have the mandate of investing both
in Equities as well as Debt papers.
Capital Gains Bonds come under 54 EC Capital Gains Bonds, where investors get
exemption from Capital Gain tax. These are 'on -tap ' issues. At present, SHCIL is
distributing Capital Gain Bonds of Rural Electrification Corporation, National Housing
Bank, Small Industries Development Bank of India and National Highway Authority of
India. Infrastructure Bonds are issued by ICICI Bank and IDBI, with Section 88 as the
main feature.
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GOI RELIF BOND:
Savings  Bonds are issued by RBI on behalf of Government of India are as
follows.
8.0% Taxable Bonds:-
These Bonds are held in electronic form in an account called Bond Ledger
Account (BLA). Bond Ledger Accounts can be opened and operated with RBI designated
Receiving Offices. SHCIL has been designated as one of the Receiving Offices by RBI
for this purpose. Subscriptions for Savings Bonds can be submitted at any of SHCIL s
branches. Savings Bonds being sovereign in nature are absolutely safe and an attractive
investment option in the current volatile market situation.
Feature 8.0% (Taxable)
Investment Limit
Minimum investment is Rs.1000 and there is no maximum
limit
Interest Option
Payable half yearly on 1st Feb, 1st Aug or cumulative on
maturity.
Tax Benefits
Interest is taxable under IT Act 1961. Exempt from Wealth
Tax under Wealth Tax Act 1957
Transferability
Non-transferable, non-tradable and cannot be used as
collateral for borrowings
Nomination
Available. Only sole holder or surviving holder can
nominate
Repayment
Repayable on expiry of 6 years from date of issue. No
interest would accrue after maturity
Premature Encashment Not available
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STOCK DIRECT:
STOCK direct  has changed the way you look at trading in securities. From
customer s desktop you can now send instructions for buying/selling shares. A three-way
hand shakes between leading brokers, national and international banks and SHCIL is the
crux of STOCK direct.
STOCK direct - India's first online trading platform was launched in 1999. Today
STOCK direct is the most secure online trading platform which combines encryption
technology / digital signature as well as Smart Card security features.
A few clicks will seamlessly check customer s funds and security positions, route the
order to the broker of customer s choice and do the necessary fund and share movements
for you. For people who are not inclined to trading on the net, Company have Request
Transmitting Machines (RTMs) placed at specified SHCIL centers. This is an electronic
touch screen kiosk where you can insert customer s smart card and trade effortlessly.
Features:-
A single instruction enables you to combine customer s trading, fund and
share transfers with SHCIL taking care of the settlement.
Trade from home on the Internet with a floppy containing the STOCK
direct software or use the Smart Card to trade through the Request
Transmitting Machines (RTMs) placed at specified SHCIL centers and
partner banks' designated branches.
Security measures based on encryption and digital signature coupled with
smart card technology make customer s online deals 100% secure.
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INSURANCE:-
SHCIL, a company  promoted by Insurance majors & Financial Institutions, is a
Corporate Agent of LIC for Life Insurance products and NIA for General Insurance
products.
SHCIL has a dedicated team of IRDA Certified Insurance Advisors to provide all
services relating to Insurance. They also provide Free Professional advice to clients on
need base insurance. SHCIL has 100 odd Branches all over India to take care of all
customer s Insurance related queries and needs.
Features:
An insurance policy compensates you against the financial impact that
can arise following loss, damage or destruction of customer s property (such as home or
vehicle) or customer s health or life.
A fundamental principle of insurance is to put you in the same financial
position after a loss or accident that you enjoyed before the loss. This is relatively easy
with repair or replacement of (say) a car, but is much more difficult with the loss of a life.
The insurance policy is a contract and like any contract contains clauses and conditions.
Claims are settled in accordance with the conditions detailed in the policy.
SHCIL distributes Life insurance policies of LIC and Non-Life
insurance policies of NIA.
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ADD SHARES:-
SHCIL arranges  loan against demat shares. Tie up with reputed banks which offer
you the most competitive interest rates in the market. Customer can use the shares in
customer s free account as collateral and take a loan from any of SHCIl s empanelled
banks. SHCIL complete customer s documentation and processing and give you the
cheque within 48 hours of application. This is a pure value-add to customer s depository
account with them. ADD shares are available at SHCIL centers in all the major cities.
Feature:-
Loan against demat shares held in the DP account with SHCIL
Competitive interest rates from a range of Banks SHCIL have tied up with.
SHCIL processes the entire paperwork required with the bank
The service is available at any of over 100 branches of SHCIL
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COMPETITION:-
WHY COMPETITION?
Competition is  the necessary evil. It is necessary for the health of the industry
& spurs new product & service development. Competition being as important force needs
to be feedback hence the need for a framework for competitor analysis, which is critical
to the understanding of competitor s strength & weaknesses.
Competition always induce firms to revise their product portfolio as also to revisit their
product market to understand changing needs expectations & perceptions of a different
market segment. It also motivates to make their product futures rich & versatile.
MARKET DEVELOPMENT:-
One of the major benefits of competition is market development. By enlarging the
product mix depth of distribution & prices competition drives firms to look for
opportunities in new market.
MOTIVATION TO REDUCE COST:-
Competition motivates firms to reexamine their cost structure & eliminate
inefficiencies in the marketing system. Competition is the great leveler so far as product
prices are concern this because most competitors creates an inequilibrium in the market
through the price route. This is especially true a product group where a demand is
principally price sensitive.
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VARIOUS SERVICES PROVIDED  BY SHCIL:-
DP SERVICES:-
SHCIL s Depository Participant services address customers individual investment
needs. With a parentage of leading financial institutions and insurance majors and a
proven track record in the Custodian business, Company have reiterated their past
success by establishing ourselves as the first ever and largest Depository Participant in
India. From a tentative foray in 1998 into the individual investor arena to servicing
around seven lakh accounts, it have endeavored to constantly add and innovate to make
business a pleasure for you.
Over 100 of SHCIL s networked branches ensure they are available where you
look out for company. Across the country, fourteen Depository Participant Machines
(DPMs) connected to NSDL and seven connected to CDSL ensure fast and direct
processing of customers instructions.
Matching of customers scanned signature on every debit instruction with a
digitally scanned original in SHCIL s system makes all customers trading transactions
absolutely secure. Proactive backup of customer s instructions prior to execution in the
Depository makes them oblivious to system crashes.
At SHCIL, company places a very high premium on client reporting. Periodic
statements sent to you keep you informed of customers account status. Dedicated
Customer Care lines manned by trained staff answer customer queries on demat / trades /
holdings. The latest in client response at SHCIL is Interactive Voice Response (IVR)
system for round the clock information on customers account. Registration on companies
website, SHCIL Interactive, enables you to check customer s account-related
information, stock market reports and statistics, Corporate benefits declared by
companies, real-time quotes of scripts on BSE and NSE and so much more online.
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DEMAT:-
Dematerialisation is the  process of conversion of shares from physical form to the
electronic mode. Companies dedicated demat team enable you to convert customer s
physical holdings into electronic mode in a quick and hassle-free manner.
CM SERVICES:-
SHCIL's long-standing association with Clearing Members has enabled it to
develop services based on an understanding of their working and their requirement for
timely and accurate information
It accepts deposits of base capital and Additional base capital requirements
stipulated by NSE for clearing members trading on its capital market segment. Besides,
SHCIL s new products with a broker empanelment clause ensure a mutually beneficial
tie-up. Clearing members stand to earn a steady income from SHCIL s product
transactions and new add to their client-base, while they capitalise on their rapport with
the market.
It currently offers Depository services to more than 680 clearing members of
various exchanges connected with NSDL and CDSL. SHCIL s Customer Care lines
answer all customers DP queries while the Interactive Voice Response (IVR) system
gives you information on customers account and other valuable data like CC calendar
details, tariff, ISIN information, etc. via telephone, fax and e-mail.
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ADVANTAGE:-
For Institutional &  Retail clearing members SHCIL have customized tariff for
clearing members benefiting.
# Brokers having very high average trade value.
# brokers with big retail clientele.
Special tariffs for :
# CM Principal Accounts
# NSCCL CM Accounts
# Unified Settlement Pool Accounts on CDSL.
SHCIL s Customer Care help lines give timely and accurate information to CMs.
The Interactive Voice Response (IVR) system at SHCIL gives round the clock
information on holdings & transactions Pay in / Pay out details, overdue cum
holding details, etc. via telephone, fax or e-mail.
Updated Transaction Statements are available on the website FREE of any charge
whatsoever. Members have a choice of accessing their statements date-wise for
the last one month or settlement-wise for the same period. Current trading day
transactions are also made available , updated to the hour
Besides the transaction statements, the Delivery-Out report, which is an extremely
critical report for Clearing Members, is also made available on the website,
updated to the hour.
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DERAVATIVE SERVICE:-
SHCIL provides  Clearing Services for derivative segment of BSE/NSE and
Commodity segment of MCX/NCDEX.
STOCK DERIVATIVE
SHCIL is a Custodian/Professional Clearing Member of derivative segment at the
Bombay Stock Exchange and at the Futures & Options Segment of the NSEIL
respectively.
COMMODITY DERIVATIVE
SHCIL is the first Professional Clearing Member of Commodity segment on the
Multi Commodity Exchange (MCX) and National Commodity & Derivative Exchange
(NCDEX).
SHCIL has a full fledged in-house back office systems and procedures to cater to
the needs of trading members and other institutional / corporate clients in this segment. A
dedicated team of professionals handles derivative operations and assists its clients.
As a professional clearing member, SHCIL performs the following functions;
Clearing - Computing obligations of all his TM s i.e. determining
positions to settle
Settlement - Performing actual settlement.
Collateral Management - Collection of collateral (cash and cash/cash
equivalents and setting up exposure limits for TMs and Institutional clients
Risk Management - Setting position limits based on upfront
deposits/margins for each TM and monitoring positions on a continuous
basis.
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ADVANTAGE:-
SHCIL has always  been a pioneer in clearing and settlement services in the cash
and F & O segment on NSE and BSE. SHCIL has the capability to handle large
volumes of business with greatest accuracy, keeping customer interests as the top
priority.
SHCIL in its endeavour to serve various entities in the Commodity segment has
developed indigenous solution keeping in view the strict regulatory requirements.
Privacy of each TM's operations strictly maintained:
SHCIL being a professional clearing member has no trading interests in the
Commodity segment. There is strictly no dissemination of information on trading
or any other operation of any of its clients.
One-point contact for all the activities:
SHCIL's Commodity segment is centralised and all operations are handled by an
exclusive Commodity team.
Dedicated team of professionals to handle Commodity operations: SHCIL has a
well-trained team of professionals supported by best systems, to handle
Commodity operations at MCX and NCDEX. Clients can approach the team for
troubleshooting, conceptual understanding or any other operational issue related
to derivatives trading.
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Collateral Management:
SHCIL has  excellent system to manage cash and cash equivalents deposited as
collateral for derivatives trading. Clients are informed as and when expiry of any
instrument approaches.
Continuous Patronage from Institutional clients:
SHCIL being a custodian clearing member having major institutional clients,
provides more credibility. Tie-up with banks having nation-wide reach for banking
activities: Since settlement in derivatives trading takes place daily. Funds movement has
to be fast. SHCIL has tie up with new generation banks having wide reach and modern
facilities like TT / anywhere banking etc. to contain the time lag in banking transactions.
Competitive service charges:
SHCIL is the pioneer in introducing Derivatives Clearing and Settlement services
in the country. Service charges are so competitively structured to facilitate any entrant.
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Low investments:
The clearing  function in the Commodity derivative segment requires huge
investment in back office systems and requires strict compliance to the regulatory
framework By choosing a PCM like SHCIL, a trading member need not deploy huge
resources for post trading functions.
Confidentiality of Trades:
Since SHCIL has no trading rights, the business details of a trading member are
not likely to be misused. There is no overlapping of business interests.
Focus :
Due to highly competitive nature of the market, SHCIL's service charges are
normally very low and it makes more business sense for a TM to outsource the clearing
and settlement activities and focus on the core business of trading
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BROKING
Stock Holding Corporation  of India Ltd. (SHCIL) in its endeavour to provide one
stop shop to its large retail & institutional clients has promoted SHCIL Services Limited
(SSL) as its broking arm.
SHCIL has been promoted by All India Public Financial Institutions and
Insurance Majors. SHCIL is known for its Security, Integrity, wide network and focus on
technology. SHCIL Services Ltd will continue this tradition .
SSL has a well-established research team, which will be used to provide advisory
services to institutional & retail investors in Capital market. SSL is providing broking
services through BSE from March 14, 2006. NSE operations will commence shortly,
after necessary regulatory approvals.
NRI SERVICES:-
Over the years, SHCIL has grown to become a major player in the capital market.
With a network of more than 120 offices operating across the country and franchisees
operating abroad, SHCIL provides Depository Participant and related services close to
0.7 million satisfied investors out of which over 6000 are NRI Clientele.
SHCIL has a full fledged NRI cell operating specifically to cater needs pertaining
to Depository account opening and maintenance. NRI cell co-ordinates with prospective
NRI customers, collects and assists in obtaining the relevant documents and ensures the
Depository Account is opened hassle free.
NRI Cell collects physical certificates to be sent for demat and ensures that the
certificates are in order and can be sent for dematerialization under the existing
guidelines issued by the depositories. Instructions for trade are accepted by fax on request
by NRI Cell to ensure timely settlement of trades. In this case later on the client needs to
regularize by sending the original trade delivery instruction. Any tariff and billing related
query are addressed by NRI Cell.
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CUSTODIAL SEGMENT:
Since its  commencement in 1988 as the first dedicated Custodian in the country,
SHCIL has been providing Custodial Services of international standards to Domestic
Mutual Funds, Financial Institutions and Foreign Institutional Investors
With almost 70% of the Institutional business in its fold, SHCIL has evolved over
the times to meet the changing requirements of dynamic markets and demanding clients.
A dedicated pool of trained and highly experienced professionals work literally
round the clock on state of the art computer systems, dedicated communication channels,
well connected to Client institutions, Stock Exchanges, Clearing houses, Depositories and
leading Institutional brokers. In terms of collective man-years, SHCIL has the most
experienced team in the entire Industry.
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COMPETITORS OF SHCIL  IN NAGPUR REGION.
Following are the various competitors of the shcil in the nagpur region.
ICICI Direct.com
Kotak securities
Motilal oswal
HDFC
Anand Rathi.
Karvy Securities.
Share Khan.
India Bulls.
And other local agencies.
Major competitors:
1. Anand Rathi.
2. Kotak Securities.
3. Motilal Oswal.
4. ICICI Direct.com
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FRAMEWORK FOR THE  COMPETITIVE ANALYSIS:-
ANALYSING THE COMPETITORS STRENGTH & WEAKNESS:
Competition, being an important market force needs to be tracked, analyzed &
preempted. Market leader always have a system to help them preempt any competitive
moves. For this, it is not just important to know competitor by name, but also critical to
understand it s major strength & weaknesses. A competitor s strength may be its
marketing systems, aggressive sales force, and its relationship with major external
environmental variables like government & financial institute or a financial resources
base. For the effective competitive analysis only strength & weaknesses are not
sufficient we need to consider other key factors like market share of the company & 7p s
of service marketing i.e.
Product
Price
Place
Promotion
Process
Physical evidence
People etc.
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COMPETITIVE ANALYSIS:-
STRENGTH &  WEAKNESSES:-
SHCIL:-
Strength:
SHCIL was incorporated under the companies act 1956 at the imitative of the
government of India.
SHCIL is promoted by the all India financial and investment institutions and
insurance companies, viz. IDBI, UTI, ICICI, IFCI, LIC, GIC and its subsidiaries.
SHCIL is the oldest DP service provider.
Largest number of DP A/C s operations carried by SHCIL.
Weakness:
Price facter affects customer satisfaction many more times.
There is no special marketing team in SHCIL for Nagpur region.
Number of unsatisfied customers is increasing day by day.
.
YOU MAY BE GOOD, BUT IF
YOUR COMPETITORS ARE
BETTER, THEN YOU NEED TO
CHANGE
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ANAND RATHI:-
Strength:
Breadth of  Services
In line with its client-centric philosophy, the firm offers to its clients the entire
spectrum of financial services ranging from brokerage services in equities and
commodities, distribution of mutual funds, IPOs and insurance products, real
estate, investment banking, merger and acquisitions, corporate finance and
corporate advisory.
Clients deal with a relationship manager who leverages and brings together the
product specialists from across the firm to create an optimum solution to the client
needs.
Management Team
AR brings together a highly professional core management team that comprises of
individuals with extensive business as well as industry experience.
In-Depth Research
Our research expertise is at the core of the value proposition that we offer to our
clients. Research teams across the firm continuously track various markets and
products. The aim is however common - to go far deeper than others, to deliver
incisive insights and ideas and be accountable for results
Weakness:
The name of the organization ANANDERATHI indirectly indicates that it
belongs to an individual.
Small range of product line.
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MOTILAL OSWAL:-
Strength:
The retail  business unit provide
s equity investment solutions to more than 1,75,000 investors through over
1000 outlets spanning 375 cities and 24 states. These solutions are
provided by a force of over 2000 employees and over 1000 Business
Associates.
The organization finds its strength in its team of young, talented and
confident individuals. Qualified professionals carry out different functions
under the able leadership of its promoters, Mr. Motilal Oswal and Mr.
Raamdeo Agrawal. Stringent employee selection process, focus on
continuous training and adoption of best management practices drive the
quest to achieving their Core Purpose and Values.
Motilal Oswal having strong fund management.
Weakness:
The name of the organization MOTILAL OSWAL indirectly indicates that it
belongs to an individual.
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KOTAK SECURITIES:-
Strength:
Kotak Securities  has 195 branches servicing more than 2,20,000 customers and a
coverage of 231 Cities
Largest distributor of IPO's
Kotak securities having strong equity research and portfolio management.
Weakness:
Kotak group is basically known for their banking services as their core business.
ICICI DIRECT.COM:-
Strength:
The 3-in-1 account integrates your banking, investment and demat accounts.
ICICIdirect.com comes from ICICI, the organisation trusted by millions of
Indians.
More flaxibal than other service provider
Known for more efficient management.
Weakness:
Kotak group is basically known for their banking services as their core business
Comparetively high charges.
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COMPARATIVE ANALYSIS ON  THE BASIS OF
7P s OF SERVICE MARKETING:-
Marketing mix is one of the most basic concepts in marketing, defined as the
elements of the organization that can be used to satisfy or communicate with customer.
The traditional marketing mix is composed of the four p s i.e.
1. Product
2. Price
3. Place
4. Promotion
These are very essential to the successful marketing of services.
Service are usually produced and consumed simultaneously customers are often present
in the firm s interact directly with the firm s personnel and are actually part of the service
production process also, because services are intangible customers will often be looking
for any tangible cue to help them understand the nature of service experience.
acknowledgement of the importance of these additional communication variables has led
services marketers to adopt the concept of an expanded marketing mix for services
includes,
5. People
6. Physical Evidence
7. Process
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PRODUCT:-
We are well  aware of the fact that services product are found intangible nature. It
includes, physical goods features, quality level, assessaries, packaging, warranties,
product line and branding.
Therefore now we have focused on the depository services (demat & brocking).
And all the competitors of SHCIL provides same products with the same product line so
here no significant diffarance between provided services so there no need to compete in
between SHCIL and other major competitors in this factor.
PRICE:-
This element of marketing mix is related to the decision influencing the fee
structure includes, A/C opening charges, AMC, Transfer fee, Brokerage charged by
service providing organization.
Analysis on the basis of secondary data is as follows.
SERVICE PROVIDERS
ELEMENTS SHCIL
ANAND
RATHI
KOTAK
SECURITIES
MOTILAL
OSWAL
ICICI
DIRECT.COM
A/C OPENING 550 750 2500 100 1
AMC 560 360 360 500 500
TRANSFER FEE 35 25 Nil 25 35
DEMATERIALISATION 35 25 NIl 25 30
 


	37. 34
ANALYSIS OF AMC  & A/C OPENING CHARGES
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With the help of above analysis it is found that SHCIL s a/c opening charges
are competitive in nature , where a/c opening charges of KOTAK
SECURITIES is highest because it include Rs. 2000/- as advance brokerage.
While ICICI Direct.com promoted a scheme in which they open an account in
Rs. 1/- only.
On the basis of above AMC analysis it is found that annual charges SHCIL is
comparatively high than competitors. Where the ANAND RATHI
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ANALYSIS OF TRANSFER  FEE & DEMAT.
CHARGES
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By analyzing the above chart it finds that transfer fee & dematerialization charges of
SHCIL & ICICI DIRECT .COM are slightly same. While ANAND RATHI & MOTILAL
OSWAL charges same amount for the transfer fee & dematerialization. On the other
hand we can see that KOTAK SECURITIES stands strong because they provide these
services at free of cost.
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BROKERAGE ANALYSIS
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BROKERAGE:-
BROKERAGE
SERVICE  PROVIDER
MAX. MIN.
SHCIL 0.55% 0.15%
ANAND RATHI 0.59% 0.18%
KOTAK SECUROITIES 0.45% 0.15%
MOTILAL OSWAL 0.59% 0.18%
ICICI DIRECT.COM 0.75% 0.25%
By analyzing the above schedule and bar graph we come to know that SHCIL s
charges for trading is competitive in the market. It is also found that KOTAK
SECURITIES charges minimum amount for trading. On the other hand it is also found
that ICICI DIRECT.COM charges maximum price for trading. Though SHCIL is well in
this factor they need to cut off their price to attract more customer.
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PLACE:-
Another important element  of marketing mix is place which focuses attention on
the offering of services by the provider to the customer & the place of location for the
service generating organizations.
In this factor the location is preferred at the point where we find some of the
essential features such as easy and convenient accessibility, safety and protection,
availability of the infrastructure facilities etc.
We can t neglect that these features make available to the branches. The location
advantage which simplify the task of marketing effectively.
DISTRIBUTION ANALYSIS:-
In this damnation of the analysis we found that SHCIL have two service
providing centers in Nagpur, both are located in commercial areas i.e.
1. Gandhibag (main office)
2. Dhantoly (branch)
And other competitors having following numbers of service providing centers in Nagpur,
shown in following table.
SERVICE PROVIDER NO. OF CENTERS
SHCIL 2
ANAND RATHI 13
KOTAK SECURITIES 8
MOTILAL OSWAL 5
ICICI DIRECT.COM 1
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By analyzing the above data we found that as compared to competitors (except
icici direct.com) SHCIL have less number of branches though it having the maximum
number of DP Account. In near future SHCIL is planning to expand their service area by
opening branches in Yawatmal, Wardha, Chandrapur dist which are closer to the Nagpur
district.
1. SHCIL
2. ANAND
RATHI
3. KOTAK
SECURITOES
4. MOTILAL
OSWAL
5. ICICI
DIRECT.COM
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PRAMOTION:-
Sales do not  occur automatically to be more specific in the business environment
where we find the intensity of competition moving upward, it is not possible to go and
remain at for the long time to come, unless we prepare the ground or set the stage for
future expansion & evolve new ideas for creating favorable selling conditions. It is sales
promotion which is backs up pre selling & stimulates the impulsing buying. It attracts the
prospects & keeps moving the existing customers behind the product.
PRAMOTIONAL ANALYSIS:
SHCIL:
In the period of two month of summer project we found SHCIL s promotional activities
are as follows.
SHCIL offers combo pack scheme i.e. DP account and Trading account, both in
Rs. 550/- only.
A trading account holders get the facility of opening a saving account with UTI
bank with the minimum balance of Rs. 500/- where normally charged minimum
balance Rs. 5000/-
It also provides corporate account at competitively less charges (i.e. Rs. 550/-
only)
ANAND RATHI:-
Maximum number of advertising hoardings found in Nagpur region in well
located areas.
Attractive punch line Behind Every Successful Investor.
Believe in advertising in local news paper and electronic media.
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KOTAK SECURITIES:-
Kotak offers  saving bank account of kotak mahindra bank with Dp account.
Using attractive punch line Think Investment, Think Kotak
Heavy advertising strategy in print and electronic media.
MOTILAL OSWAL:-
Attractive punch line Solid Research, Solid Advice.
Advertisement hoardings found in main commercial areas.
Motilal Oswal publishes business review.
ICICI DIRECT.COM:-
Offers bank account with trading and demat account.
Offers a scheme of account opening at Rs.1/-
Account holder gets insurance of Rs. 100000/-.
ANALYSIS
By analyzing the above data we found that SHCIL has lagging behind
comparing to their competitor in the essential element of promotion.
Where ANAND RATHI & KOTAK SECURITIES believe in More Promotion
More Sales. Though they entered recently in the market compared to SHCIL they
are well established in the market & competing toughly because of their rational
promotional activities.
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PEOPLE:-
All human actors  who plays the part in service delivery and thus influence the
buyers perception manly the firms personnel the customer and the other customers in
service environment.
How these people are dressed their personal appearance & their attitudes &
behavior all influence the customer s perception of the service. Stock Holding
Corporation Of India Ltd hires quality people and they are trained the technical skill
which are using in organization. On the other hand competitors provide the technical
knowledge time to time and make them aware about up going competition. In addition to
that damnation competitor has made the completion of formal dress code to their
executive and employees, which indicates discipline to their duties.
PHYSICAL EVIDANCE:-
The environment in which the services are delivered and where the firm and
customer interact and any tangible components that facilitate performance or
communication of services.
The physical evidence of services includes all the tangible representation of the service.
Such as broachers, latter head, business card, report format and etc.
SHCIL provides following thing to their customer
Monthly fact sheet,
Demat letter,
Annual report,
Demat kit. Etc.
And other competitor also provides the same kind of physical things. So it is not better to
compete in between this dimension of service marketing mix.
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PROCESS:-
What is process?
The  actual procedure, mechanism and the flow of activities by which the -
services delivered and operating systems.
The actual delivery steps the customer experiences, or the operational flow of services
will also provide customer with evidence or which to judge the service.
By analyzing the process model of SHCIL and it competitors we analyze following
process model dimensions.
1. Time taken for account opening.
2. Technology employed.
3. Order processing.
4. Settlement of claim
1. Time taken for account opening:-
A) SHCIL:-
It takes minimum 2 days to open an account and week to get it activated
B) ANAND RATHI:-
This firm takes 1 to 2 days for activation.
C) KOTAK and ICICI DIRECT.COM and MOTILAL OSWAL take nearly 3 days to
open and get it activated.
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2. Technology employed:-
SHCIL  uses intranet technology by which they are interconnected with each other
all over India. Company offers personal e-mail ac to all the employees so they can
connect with each other, which help to solve the problem quickly as possible.
And the competitor s uses highly advanced technology like, online trading by assembling
trading software with customer at home. They installed live update displays of stock
exchange. They provide facility like, hot tips regarding buy and sale of stock with the
help of group SMS software.
3. Order processing
In SHCIL customer place their order by phone and personally. For security
purpose every customer by their pin number.
Competitor also provides the same kind of service and additionally they provide online
trading.
4. Settlement of claim
As per the norms, SHCIL settles the claims in T+2. And if any one having the
account in UTI bank claim settles before T+1.
Anand Rathi and Motilal Oswal also settle the claim in T+2 period. While ICIC
Direct.com & Kotak Securities settle within the short span of time, because they are the
bank themselves.
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ANALYSIS ON THE  BASIS OF MARKET SHARE:-
The term market share means contribution of the organization in the total
competitive market. This acquires the particular part of the market. Market share of any
organization shows it stability in the competition it helps to create the prospects on the
basis of present position. Large market share helps to dominate the market which results
awareness about the organization in the minds of people on the basis of present market
share. It is convenient to decide their target regarding sells, advertising and marketing
strategy
MARKET SHARE OF SHCIL &
THEIR COMPETITOR IN NAGPUR REGION
(for DP services, on the basis of secondary data)
SERVICE PROVIDER MARKET SHARE
SHCIL 19%
Anand Rathi 11%
Kotak Securities 9%
Motilal Oswal 7%
ICICI Direct.com 8%
Others 46%
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MARKET SHARE
19%
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9%
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8%
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SHCIL
Anand Rathi
Kotak  Securities
Motilal Oswal
ICICI Direct.com
Others
The present scenario of the market share of DP services in Nagour region SHCIL
is the leading organization in DP services. But the competitors are also competing
toughly though thee competitors entered in market of DP services in Nagpur region
recently.
Near about half market is captured by local agencies & other miner competitor.
While near about 20% of the total market I captured by the SHCIL itself.
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CUSTOMER SATISFACTION MESURMENT:-
In  order to execute the ultimate customer care and create customer delight, it is
important to measure the customer satisfaction. It speak about retaining the customer; no
customer leaves organization because of some reason such as bad product and services
,time consuming delivery, quality problem, .so on and so forth. It says that anything
should be in place and organize should actively (proactively) manage the relationship
with customer. Organization must not only their own performance in providing
satisfaction but their competitor s performance in these areas.
You may be good but if your competitors are better, you need to change
Satisfaction is the question of perceived performance and expectation. Customers
are dissatisfied if performance is less than expectation. They are satisfied when
performance matches expectation and they are delighted if performance exceeds their
expectation. Customer satisfaction is meeting the customer needs. Customer delight is
exceeding the customer expectation.
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MEASUREMENT OF CUSTOMER  SATISFACTION
Taking a limited sample size of 1000 customer of SHCIL to measure the customer
satisfaction with the help of satisfaction index form.
Satisfaction index analysis (sample size 1000 customer)
Rating
Sr. no. Aspects
Excellent Good Satisfactory Poor
1 Price - - 40% 60%
2 Product line 60% 30% 7% 3%
3 Quality of service 15% 25% 25% 35%
4 Reliability 70% 20% 10% -
5 Technology 40% 30% 20% 10%
6 Commitment to agreed delivery 20% 15% 25% 40%
7 Response speed - 15% 25% 60%
8 People & their attitude 10% 20% 35% 35%
9 Service center availability 10% 15% 25% 50%
ANALYSIS:-
From the above measurement scale of customer satisfaction index chart we have analyzed
the following out comes in the respective mentioned factors.
1) Price;
This is the key factor of any satisfaction measurement .because this is the thing
which strikes first to customers mind while purchasing the product or services.
In SHCIL 60% customers are seems to be unsatisfied with the prices because as
compared to the other service providers prices of SHCIL are high.
2) Product range:
In the product range 97% customer are satisfied remaining 3% customers
expecting for online trading which SHCIL yet to start.
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3) Quality of  service:
The analysis shows that maximum customer is not satisfied with quality and
service on which SHCIL have to concentrate more to convert them at
satisfactory level.
4) Reliability:
Here we got positive response about the reliability of services provided by the
SHCIL because organization is established under the initiative of the government
of INDIA.
5) Technology:
In this factor, 90% customers are satisfied with the technology employed in
SHCIL. Remaining 10% are not satisfied, they expect SHCIL should be more
advanced with technology, which includes Online trading, Hot tips service Direct
trading software etc.
6) Commitment to agreed delivery:
As per the analysis it is analyzed that SHCIL is not that much committed to the
agreed delivery. Only 60% customers are satisfied, while 40% customers are not
satisfied with their commitment. SHCIL needs to improve in this factor by
maintaining Customer Relationship Management (CRM).
7) Response speed to complaints:
customer complaint shows customers interest in your organization.
Direct complaint minimizes the negative impact on the potential customers,
besides providing an opportunity to the firm to correct the problem. Customers
keep changing (or increasing) their expectation & complaints is an opportunity to
understand to evolving customer expectation.
By analyzing the customer satisfaction measurement it comes to know that 60%
of the customers are not satisfied with response speed to the complaints. This is a
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big deficiency which  needs to be improve, by adopting CRM. Settled complaints
of the customers on right time enhance Customer Life Time Value.
8) People & their attitude:
Attitude is made up of beliefs that are formed by past experience it is definitely a
long term process to change behavior, the belief & thus attitude and this is the
especially true while dealing with customer.
People employed in SHCIL and their attitude is in average. They need to improve
in this area, by providing training to, the employees and implementing Gandhiji s
views for the customer.
9) Service centers availability:
It is the part of distribution management on which SHCIL have to concentrate
more. Because analysis showing that maximum number of customers are not
satisfied. SHCIL having only 2 service providing centers in whole Nagpur region.
This leads to over load of work on employees which cause delay in services.
Competitors are spread their centers, area wise over the region.
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Recommendation:-
By analyzing the  present scenario SHCIL needs to improve in various factors, so that
they can maintain their position in the competition & increase their market share.
Following are some recommendations which should be implement
As per client response to pricing factor, SHCIL should try to cut of the prices
slightly to maintain their lead.
There is an unhealthy relation between SHCIL and its customer which need to
minimize the gap by maintaining CRM with efficient marketing team.
Regular contact should be making with customer by arranging seminars and
events. To maintain the good relationship with customers and can be used as a
promotional activity.
Special attention should be given on promotional activities.
Advance technology should be adopted so that delivery of services can be
gear up.
Try to satisfy unsatisfied customers.
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DATE:-
CUSTOMER SATISFACTION INDEX  FORM
CLIENT NAME:-
CLIENT ID.:-
CONTACT NO.:-
DATE:-
EXCELLENT GOOD SATISFACTORY POOR
1. PRICE.
2. RANGE OF PRODUCT
3. QULITY OF SERVICE.
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4. RELIABILITY.
5. TECHNOLOGY  EMPLOYED.
6. COMEETMENT TO AGREED DELIVERY.
7. RESPONSE SPEED TO CLAIM.
8. PEOPLE.
9. SERVICE CENTER AVAILABILITY.
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