
REPOSITIONING OF BRAND AND INCREASING THE CUSTOMER LOYALTY OF 
PSO LUBRICANTS 

 

 
 
 

By:  

      Asad Ali Qureshi         01-120112-013 
 

      Sohaib Safdar Malik      01-120112-082 
 
 
 
 

Supervisor: 
Sir shahid Mustafa Haq  

 

A research project submitted in partial fulfillment of 

the requirement for the degree of MBA 

 
Department of Management Sciences 

Bahria University Islamabad Campus 

 

 
Bahria University Islamabad 

2014 
 



2 
 

ABSTRACT 

The progression of a business as an economic action place the steps for organizations to create 
and design their products and services in such a way that they attract numerous parts of the 
society whether they are corporate or individuals. The benefit is accrued to business in its major 
concerns when it generates revenue. The returns are the basic necessity for any business the so 
that it can sustain the process or its activities and in this way, the organization can develop more 
returns and make certain permanence, steadiness and growth of their businesses. The study is 
conducted on PSO product knowledge that customers have that are available in the market along 
with positioning strategies. 

The rationale of my project was to form how motor oil product related variables along with 
producer company marketing practices impacts the satisfaction level of customers. The 
preliminary position for the organization would be the awareness that existing and prospective 
customers have about your product, service, or company. The situation calls for objective 
research and analysis as the existing perceptions are important because you cannot change 
minds easily. The need is only to position these products in customer minds and ensure an easy 
availability so that customers have a very positive image about the product. The activities that a 
company has taken to satisfy customers with its products help in developing loyalty among them. 
This eventually leads to increase its market share and obtain a position distinctive relative to 
competitors. 

The study was conducted through questionnaire and distributed among vehicle users in 
Islamabad. The target population was university students and I selected a random sample of 120 
students. The data collected was analyzed using percentages. The results drawn clearly show the 
picture about the PSO company and its oils and lubricants. The sample study shows the result 
that PSO brand image has been deteriorated due to new entrants in the market. The company 
has a prevailing perception of low quality in its products especially of impurities added to its oils 
and lubricants. The company however, has a better perception of its prices charged that is why it 
can leverage this notion and present its oils and lubricants in the market with the enhanced 
image of quality. The company must ensure its audience that its products and all verities are 
meeting the international standard of products. This is the way PSO can retain back its 
positioning in the market and leverage its position that held back to history. 

 



3 
 

ACKNOWLEDGMENT 

We are very thankful to ALLAH almighty, who gave us strength and power to complete this task 
efficiently and effectively. 

We would like to thank our supervisor MR SHAHID MUSTFA HAQ, who built our concepts 
and basics, and gave us responsibility and a lot authority to accomplice the targets and who was 
very cooperative and confederate during the whole period of our project.  

We would also like to thank ore client company PAKISTAN STATE OIL (PSO). That really 
guided us about their organization. We would like to thank MR. MALIK AMIR ABBAS 
(business manager), MR. KASHIF KAREM (business manager) lubricant sales and agency 
manager, MR. REHAN MASOOD, (deputy business manager) Consumer Business, 
MUBASHIR ASLAM KHAN(deputy business manager) retail business, MR. ASIM ALI 
QURESHI (Senior officer) retail business. 

We are also very grate full to all those who help us and shared with us their valued information 
regarding the research and analysis that made completing this task easier. 

Thank you in anticipation.  

 

 

 

 

 

 

 

 

 

 

 



4 
 

DEDICATION 

Special thanks to Almighty Allah, who has showered countless blessings and given me guidance 

at every step of life as well as in conducted the research. Thanks to Almighty Allah to give me a 

chance to conduct my studies, conduct the research and complete the research in requirements of 

my degree.  

Secondly, I thank to my supervisor who has helped me and guided me at every step of this 

research report. His kindness, support and great knowledge made my every obstacle easy and 

convenient to finish this project report. 

This research report is also dedicated to my family and many friends. I have a special feeling of 

gratitude to my loving parents and their words of encouragement and push for persistence ring in 

my ears. I dedicate this dissertation to my many friends and family as they have supported me 

throughout the process. I will always appreciate all they have done for helping me develop my 

technology skills. The research report has never been completed nor would my research skills 

been improved without support and assistance of all above. 

 



5 
 

 

Table of Content 

Chapter 1 

1. Introduction……………………………………………………………………………… 1

      1.1 Product lines and Services…………………………………………………………… 2

            1.1.1 Retail Fuels…………………………………………………………………….. 2

            1.1.2 Gaseous Fuels………………………………………………………………….. 2

            1.1.3 Biodiesel……………………………………………………………………….. 2

            1.1.4 Fleet & Corporate and Commercial Cards…………………………………….. 2

            1.1.5 Lubricants……………………………………………………………………… 2

            1.1.6 Aviation and Marine…………………………………………………………… 3

            1.1.7 Non Fuel Retail………………………………………………………………… 3

    1.2 Project Rationale………………………………………………………………………. 3

    1.3 Purpose of the project…………………………………………………………………. 4

    1.4 Goals of the project……………………………………………………………………. 4

    1.5 Broad statement of scope……………………………………………………………… 5

    1.6 Objectives of the Project………………………………………………………………. 5

    1.7 Anticipated benefit……………………………………………………………………. 6

    1.8 Key success factors…………………………………………………………………… 6

    1.9 Estimated budget……………………………………………………………………… 7

    1.10 Constraints…………………………………………………………………………… 7

    1.11 Assumptions…………………………………………………………………………. 8

    1.12 Pakistan petroleum industry overview………………………………………………. 8

    1.13 Marketing……………………………………………………………………………. 9

    1.14 Advantages and disadvantages of PSO……………………………………………… 10

    1.15 Advantages and disadvantages of competitors……………………………………… 11

  

 

 

 



6 
 

 

Chapter 2 

2. Literature Review………………………………………………………………………... 12

    2.1 Brand positioning……………………………………………………………………... 12

    2.2 Competitive advantage………………………………………………………………... 13

    2.3 Selection of a feature/concept in positioning…………………………………………. 13

    2.4 Selection of differentiating aspects…………………………………………………… 13

    2.5 Brand loyalty………………………………………………………………………….. 14

    2.6 Social exchange theory……………………………………………………………….. 16

    2.7 Relationship management……………………………………………………………. 17

 

Chapter 3 

3. Research methodology……………………………………………………………………. 18

    3.1 Nature of Research……………………………………………………………………. 18

    3.2 Research design……………………………………………………………………….. 18

    3.3 Population / sample…………………………………………………………………… 18

    3.4 Research tools…………………………………………………………………………. 19

    3.5 Procedure……………………………………………………………………………… 19

    3.6 Theoretical frame work……………………………………………………………….. 19

    3.7 Foundations of Positioning Theory…………………………………………………… 20

    3.8 Social Exchange Theory………………………………………………………………. 21

    3.9 Relationship management…………………………………………………………….. 21

    3.10 Conceptual framework………………………………………………………………. 22

 

Chapter 4 

4. Internal and External Analysis......................................................................................... 24

    4.1 SWOT analysis............................................................................................................... 24

            4.1.1 Strengths……………………………………………………………………….. 24

            4.1.2 Weaknesses…………………………………………………………………….. 24

            4.1.3 Opportunities…………………………………………………………………... 24

            4.1.4 Threats…………………………………………………………………………. 25



7 
 

    4.2 PEST Analysis………………………………………………………………………… 25

           4.2.1 Political…………………………………………………………………………. 25

           4.2.2 Economic……………………………………………………………………….. 26

           4.2.3 Society………………………………………………………………………….. 26

           4.2.4 Technological………………………………………………………………….. 26

 

Chapter 5 

5. Data analysis……………………………………………………………………………... 28

    5.1 Brand Popularity………………………………………………………………………. 29

    5.2 Price Importance………………………………………………………………………. 30

    5.3 Quality………………………………………………………………………………… 31

    5.4 Availability……………………………………………………………………………. 31

    5.5 Importance of Marketing and Promotions……………………………………………. 32

    5.6 Packaging……………………………………………………………………………… 33

    5.7 Recommendations according to International Standards……………………………... 33

    5.8 Ranking of PSO……………………………………………………………………….. 34

    5.9 Usage of PSO………………………………………………………………………….. 35

    5.10 Factors affecting the purchase of PSO lubricants……………………………………. 35

           5.10.1 Quality of PSO lubricant……………………………………………………… 35

           5.10.2 Price perception……………………………………………………………….. 36

           5.10.3 Preferences for International Brands………………………………………….. 36

           5.10.4 Easy Availability……………………………………………………………… 37

           5.10.5 Purity………………………………………………………………………….. 37

    5.11 Positioning of PSO in the mind of customers……………………………………….. 38

    5.12 Top brands of oil and lubricants……………………………………………………... 39

    5.13 The lubricants used by respondents for their vehicles……………………………….. 40

    5.14 The reason for using the mentioned lubricants………………………………………. 41

    5.15 PSO lubricants as the first choice……………………………………………………. 42

    5.16 Fair Pricing of PSO lubricants……………………………………………………….. 43

    5.17 PSO lubricants as the superior quality……………………………………………….. 44



8 
 

    5.18 The ingredients of PSO lubricants according to international oil standards………… 45

    5.19 Recommendations for PSO lubricants………………………………………………. 46

    5.20 Awareness about the PSO lubricants………………………………………………… 47

    5.21 Brand Image…………………………………………………………………………. 48

    5.22 Purchase of PSO lubricant…………………………………………………………… 49

 

Chapter 6 

6. Conclusion and Recommendations……………………………………………………... 50

    6.1 Findings and Conclusion……………………………………………………………… 50

    6.2 Recommendations…………………………………………………………………….. 51

  

Bibliography  

Reference  

Appendix  

 

 

 

 

 

 

 

 

 

 

 



9 
 

 

List of Figures 

Figure 5.1……………………………………………………………………………………... 29

Figure 5.2……………………………………………………………………………………... 30

Figure 5.3……………………………………………………………………………………... 31

Figure 5.4……………………………………………………………………………………... 31

Figure 5.5……………………………………………………………………………………... 32

Figure 5.6……………………………………………………………………………………... 33

Figure 5.7……………………………………………………………………………………... 33

Figure 5.8……………………………………………………………………………………... 34

Figure 5.9……………………………………………………………………………………... 35

Figure 5.10……………………………………………………………………………………. 35

      Figure 5.10.1……………………………………………………………………………… 35

      Figure 5.10.2……………………………………………………………………………… 35

      Figure 5.10.3……………………………………………………………………………… 36

      Figure 5.10.4……………………………………………………………………………… 37

      Figure 5.10.5……………………………………………………………………………… 37

Figure 5.11……………………………………………………………………………………. 38

Figure 5.12……………………………………………………………………………………. 39

Figure 5.13……………………………………………………………………………………. 40

Figure 5.14……………………………………………………………………………………. 41

Figure 5.15…………………………………………………………………………………… 42



10 
 

Figure 5.16……………………………………………………………………………………. 43

Figure 5.17……………………………………………………………………………………. 44

Figure 5.18……………………………………………………………………………………. 45

Figure 5.19……………………………………………………………………………………. 46

Figure 5.20……………………………………………………………………………………. 47

Figure 5.21……………………………………………………………………………………. 48

Figure 5.22……………………………………………………………………………………. 49

 

 

 

 

 

 

 

 


