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Abstract
    The report explains the strategic management evaluation of Telekom Malaysia Berhad as well as works in developing a strong competitive strategy. Telekom Malaysia Berhad focuses of their SWOT Analysis which is strengths, weaknesses, opportunities and threats of their company. There are also advantages and limitations of the company, so there are a few recommendations for Telekom Malaysia Berhad to be a better telecommunication service company when going forward.
STRATEGIC MANAGEMENT EVALUATION OF TELEKOM MALAYSIA 
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1.0 Introduction
Definition of Strategic Management
Strategic management is the process of planning, monitoring, analysis and assessment for a company to meet its goals and objectives (Tucci L., 2022). In order to succeed, organizations are required to keep making assessment towards their strategies. Strategic management gives benefit towards companies as it helps in gaining competitive advantage, boosting market share and having a better plan in future.
The Background of Telekom Malaysia
TM or more commonly known as Telekom Malaysia was introduced back in the development of Telecommunications Department of Malaya (1946) while TM GLOBAL funds the wholesale telecommunications services that delivers the group’s networks to domestic and international carriers. TM is also known as the former telecommunications monopoly alongside remaining as Malaysia’s top telecom group and fast-growing international player in the Asian region. Entering the year 2000, Telekom Malaysia introduce broadband service while establishing TM Net as the largest Internet Service provider of South-East Asia region as well as creating ‘BlueHyppo.com’, a lifestyle Internet portal. Other than that, TM undergoes the development of subsidiaries network and investment internationally while focusing on the Asian region. Today, TM is known as the largest provider in fixed telephone service alongside owning more than 90% share of fixed broadband market partnered with both Streamyx and UniFi. After that TM became one of the first company in the region to come up under the government protection. HyppTV was also introduced and operated by TM. The Managing Director of TM is Zamzamzairani Mohd Isa and has been leading from 2008. TM is now helm, by Imri Mokhtar as their Chief Executive Director. 

1.1 Objectives
The objectives of strategic management are defined as taking few sets of decisions and actions in an organization to determine the out of the organization’s performance. Those key decisions would also outline how rightly the strategy was executed (Shethna J., 2016). Below shows the competitive strategy of Telekom Malaysia which outlines the SWOT Analysis of their company. There are also elements of Porter’s Five Forces Model like the threat of new entrants and threat of substitution. The competitive strategy will be explained further through the advantages and limitations of Telekom Malaysia Berhad. Lastly, there will be recommendations for Telekom Malaysia going forward. 

2.0 Competitive Strategy
Competitive Strategy of Telekom Malaysia
Telekom Malaysia Berhad (TM) acquires their competitive strategy from their customer service system. To appear unique when compared to other telecommunication services, TM ought to be a company that emphasis their relationship with existing customers while improving the quality of the customer so they could be different from other telecommunication services. This way TM would also be able to reduce their operating cost. When the competition between telecommunication organizations rise, TM tries to bring back Unifi subscribers' growth and apprehend their existing subscribers (The Edge Financial Daily, 2019). TM was capable to reduce their cost as they reengineered their customer relationship management (CRM) system and methodology. They did it by consolidating call centres that increases the competitiveness from the innovative self-service portal. The method that TM uses is called On Demand Business which defines an organization that processes an integrated end-to-end across the company while giving fast responds to customers’ demand, market opportunity or external threat. Going forward TM experienced to a lot of new pressures as the regional competition and shifts in the global telecommunication industry increases. In order to avoid from falling behind, TM introduced voiceover internet protocol telephone services as well as discount on long-distance service providers that help TM to push towards innovation within their company. The works on this process has benefit them by bringing customers with new high-quality products and services additionally lowering operating cost. TM did not forget to promise their customer that they would deliver excellent services while supporting their customers (Telekom Malaysia Berhad, 2019). They would deliver convergence along with complete suite of suitable offerings to their customers and subscribers. The competitive strategy of TM here is escalating the subscriptions of new Unifi Mobile post-paid and Unifi Fixed as most competitors are focusing on going against them by providing high-speed broadband ad fixed-to-mobile substitution. A good amount of workloads has been carried out towards the servers to increase the efficiency and the server utilization while revising return on investment. 
The aftermath of enabling CRM advancements and TM Online portal, resulted to the servers having solid foundation towards flourishing of the servers. The virtualization features from the servers help TM to generate a versatile CRM environment which enables future and original services to be set in motion early. IT versatility grants TM the ability to refine the customer service strategy in order to achieve both business and market needs. TM also signed up for early access of Malaysia’s fifth-generation (5G) network wireless service, in December 2021 while other competitors backed out (The Straits Times, 2021). On the following week, TM confirmed to join the trials held for 5G network wireless service (Digital Nasional Berhad, 2021). Fixed broadband such fixed wireless 5G, gives benefits to TM because it is cheaper and faster than the practice of pulling cables into homes and offices. The creation of TM Online is what makes it different from their competitors as it is known as Malaysia’s first-ever dynamic customer self-service portal (IBM Corporation, 2006). TM’s customers can view as well as pay their telephone bills online through the portal they created. At first, it was a risk but TM made some bold moves which help the in becoming one of the leader companies for the customer service. New services launched by TM would become competitive differentiators as they are able to have early access towards advanced services. TM Online also helps counter staff by providing good quality service while performing impeccable value tasks. The competitive strategy used by TM, differentiates them from competitors which helps them to be a better wireless network organization in the upcoming generation. 

3.0 Advantages and Limitation of Competitive Strategy
Advantages and Limitation of Telekom Malaysia
Back in 2018, Telekom Malaysia announced that they will expand their coverage of the internet towards the rural area as the community in rural area are also users of internet. TM went forward with a ‘win-win’ approach while the government resolved the challenges faced by their Streamyx customers (Mohd Noor N. A. S., Kee D. M. H. and Abdul Rahman N. A., 2018). TM has upgraded to 50% of over 340,000 Streamyx customers occupying to UniFi coverage area to UniFi while maintaining the price of their current plan. Being able to provide internet coverage to rural areas help TM to go against their competitors in the telecommunication service providers like Celcom and Yes. This will not only benefit TM but also people who live in the rural areas as they have the chance to make connections either personally or business-relation. Besides that, Telekom Malaysia said they will do an internal reorganisation which is a change in the control of the company by transferring their business in Malaysia to a single operating entity named TM Technology Services Sdn Bhd (TM Tech). The reorganisation includes UniFi, TM One and TM Wholesale which marks the next step in being the enabler of digital Malaysia while furthering their operational efficiencies, streamline processes as well as simplifying customer touchpoints to give a more seamless customer experience (TM Newsletter, 2022). The reorganisation is expected to realign TM with the industry best practices while improving their competitive edge among Malaysian and international Telcos. TM Tech will be accompanied by TM’s existing senior management team which brings their diverse talents under a single company. This would lead to the encouragement of greater agility and cross-functional collaboration of improving the service quality. 
Despite that, Telekom Malaysia faces a few limitations of competitive strategy. The government is planning to enhance the competition in the industry of telecommunication services (The Edge Financial Daily, 2018). Many foreign telecommunication companies have stated their interest in participating with local fibre fixed-broadband market. The threat of possible new entrants and escalating competition between the existing broadband service providers is expected to challenge TM’s market dominance and profitability. Unifi prices have likely stabilised but Streamyx prices are at risk, followed by a 39% reduction in Unifi’s basic package price and upgrading the speed of broadband. Nonetheless, there is a downside risk to Streamyx package prices, yet TM haven’t made any reduction. Risks or challenges that TM might face are Streamyx price cut, consensus earnings cut as well as a possible exclusion from FBM KLCI Index (Malaysia stock market index). In addition to that, Telekom Malaysia Bhd was included as a constituent stock in the semi-annual review of FBM KLCI. TM was also excluded from the list of top 30 largest companies listed in Bursa Malaysia because in December 2018, TM’s market share price fell to 58% that year (Azhar K., 2020). Datuk Noor Kamarul Anuar Nuruddin was picked from Celcom Axiata Bhd to helm TM in order to avoid another disastrous year for TM. He successfully improved TM’s financial performance by addressing the situation and focusing on the investment of P1 Wimax. TM also tried to reduce the price of Streamyx while fiberizing the network so their subscribers can migrate to Unifi. However, challenges still remain as there still Streamyx subscriber who refused to migrate to Unifi. So, TM continue to maintain the network’s copper infrastructure in some areas with Streamyx subscribers. Their competitive strategy is weak as they still have limitations in improving the financial performance in 2020. 

4.0 Recommendations
Recommendations for Telekom Malaysia 
Telekom Malaysia should look for ways in order to improve their position as a telecommunication service with maximising the value of their organization. TM can start by finding ways to improve their customer-care services, making it more pleasant or easier for customers to visit any TM’s branches near them. TM should seek and promote customer feedback because it would give customers the opportunity to provide testimonials and online reviews (Larkins K., 2022). TM could also ask their customers for reviews after using their products and it can be done either face to face or through writing reviews online. Another easier way is for TM to provide a form or survey for their customer so they could get responses from them. Feedback form or survey are considered to be easy so more respondents can give their thoughts on the products and services by TM. Other than that, TM can invest in customer service training for their employees so it will help in raising the importance of customer service within the organization. Furthermore, TM should improve their market access through connectivity. Firms or organization that have multiple connections with other firms, can improve their performance in the telecommunication service industry. Connections can be defined by various terms like buyer-seller relationship because buyers can provide feedbacks to sellers on the product quality while providing advice for improvements (World Bank Group, 2019). TM may share their expertise on information technology to their partners and exchange other information with financing, operations and trends. Having market linkage will create a great effect on TM’s performance in the telecommunication service industry while making easier for TM to connect and reached their customers. Networking connections in the market, would make it easier for TM to find ways for their customer to have easy access towards their products and services. 
Moreover, TM should lower their operational cost and overall cost of their products and services so they could compete against their competitors. Even though their operational costs are considered to be low but it is better for them to maintain it and find ways for the advancements and improvements. Operational costs are requirement charges on maintaining and administer the company daily. Lower operational costs can help TM to be a more profitable organization in the industry of telecommunication service (Simon J., 2020). The method that can be taken is to outsource a few business practices with a third-party expert, at the same time TM can improve the efficiency of their organization. For example, TM can hire a technology contractor to do the external works outside their company like organizing, managing and repairing the organization’s tech services. The contractor can develop software for the organization and fixing any error in the organization’s technology. This decision is intended to be cheaper for TM in hiring a third-party to manage their IT services instead of building their own team of IT professionals internally (Indeed Editorial Team, 2021). Finally, TM should focus on increasing the power of their market while maintaining or escalating the price level of products and services provided (Iskandar F., 2021). Commencing new products and services would help TM to maintain their market power in the industry of telecommunication services. At the same time, TM would gain the opportunity in mounting the price level accordingly with expectation quality of products and services. Keeping up with the movements and buzz of today’s generation can help TM in giving an expected as well as good quality of services and the availability of their apps. 

5.0 Conclusion
According to the evaluation of Telekom Malaysia, there are many opportunities lies ahead of telecommunication in building a good competitive strategy into the network of architectures. Two main factors that are joined in enabling service providers to give unsurpassed service as well as new capabilities are market trends and technological advances. When the market share increases as time passes, the service providers that have the competitive edge are more likely to introduce new services and respond to customers’ changing needs (Haji Daud A. R., 2001). TM has put in a lot of efforts in order to align their products and services with customers’ demands and needs. These efforts have set a variety of new features and functionality while supporting multiple interfaces as well as distributing software-defined intelligence. Telekom Malaysia can also start using the recommendations stated to overcome any challenges that they will face in the future. TM also has made a good decision in investing towards 5G as it will provide an opportunity for them to reduce their operating cost alongside providing market-leading services. The execution of this action will be the key of Telekom Malaysia going forward. As a part of transformation, TM should continue alongside Group Human Capital Management (GHCM) as they keep giving proof to TM’s people with various skills which help in the growth of the organization. GHCM implemented multiple measure so they could keep TM safe and engaged while adapting the changes in their work environment. Other than that, GHCM helps TM in navigating the challenges of working through the pandemic as well as adjusting with new hybrid working model as restrictions were being lifted (Telekom Malaysia Bhd, 2021). It is important for TM to make their choice of technology platform are in relation with the support of intended service for their existing customers. Preferably, IP-based broadband platforms are considered to be the most suitable for multiple Multimedia services as it requires high data rates. Through the efforts shown by TM, in the near future they should able to serve a lot of needs while having a common backbone of shared resources like video entertainment applications, wireless, wireline applications and others. As a conclusion, new opportunities offered by TM allows a greater choice for people and suitable technology for upcoming applications. 
(2,498 words)
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